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The Gainesville staff, from left, includes John Barton, Janie Osborne, Ed Brown, Davi Toole, Bob Pralle and Lynda Wilson. 
Tomes is seated at the desk. 
ainesville Branch Moves To New Heaqquarters 
ie Gainesville branch under 
hern Regional Manager Art Lentz 
Branch Manager Ed Brown re­
Y moved into a new modernistic 
ing with more spacious office 
ties. The new address is 2207 
hwest 13th Street. 
Iere are 1,700 square feet in the 
office with full length windows 
� the front and back making 
ing conditions very pleasant. The 
1 shag carpet and spanish Tsuga 
ling provides attractive scenery 
Jbscribers and beneficiaries. A 
ter encloses the "pool" area 
e the Representatives and Sec­
ies work. The counter provides 
ional working space and storage 
as there are shelves and three 
er filing cabinets under the 
ter. Supplies and files are right 
e secretaries' fingertips for easy 
:;sability. 
>b Pralle and John Barton are 
ainesville Representatives; Linda 
in serves as Bob's secretary and 
six year veteran; Pam Tomes 
s for John and has been an em­
ie of 1 ½ years. Janie Osborne 
is Receptionist and handles walk-ins 
and claim problems that come in 
over the phone, and Davi Toole is a 
part-time employee who serves as 
Utility Secretary for the group. Bob 
has worked in Gainesville since Feb­
ruary, 1971 while John has been 
there for one year. Ed Brown became 
Manager of the branch in 1971. 
Our office in Gainesville was es­
tablished in 1949 and this is the 
fourth office in which they have been 
located in 25 years. Ed is particularly 
proud of their new quarters since he 
designed the layout and furnishings 
himself in cooperation with David 
Foster, Field Office Coordinator. 
(Ed. note) - Special thanks to 
Davi Toole who provided the infor­
mation for this article and arranged 
photographs of the new headquar­
ters. 
This is the home of the new Gainesville branch office. Blue Cross and Blue Shield 
emblems and lettering appear on the front door but are not visible in this photograph. 
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2 Janice Schoonover 
MAIN BUILDING 
1 Carol Whiting 
2 JoAnne Whittemore 
3 Carol Crockett 
4 Billy Hazlehurst 
5 Anne Towery 
5 Yvonne Cooke 
6 Violet Williams 
7 Sandy Osteen 
8 Mary Terbrueggen 
9 Ruby DuBose 
10 Rochelle Dryden 
Member 
Northeast Florida Business 
Communicators 
Southern Association of 
Business Communicators 
.J!'Blue Cross; Association 
®National Association of Blue Shield Plans 
About the cover ... 
These 12 employees make up the Customer Ser­
vices Department which is located on the Tenth 
Floor, South Building. Standing, from left, are Ad­
ministrative Assistant Bob Fowler, Customer Ser­
vices Representative Marilou Watson, and Director 
Flake Hewett. 
Related story appears on opposite page. 
Canp{imaitarg �etter� 
A Merritt Island subscriber has written the following 
letter to our Jacksonville office: "I know you probably 
start your day with letters of complaint, but this one 
will begin your day with a smile. I'm very pleased the 
way my medical claims have been handled with the 
utmost cooperation and efficiency at the Merritt Island 
branch office. Neil Yoder and Donna Windham and staff 
are certainly an asset to Blue Cross and Blue Shield of 
Florida. Their assistance to me is greatly appreciated." 
�:: 
A Seminole, Florida subscriber expresses her appre­
ciation for her Blue Cross and Blue Shield coverage 
in the following letter: "When we took this policy I 
never expected my husband to get so sick! We had 
been married 16 years and we had never been in the 
hospital. I would like to express my thanks for the 
service, cooperation and courtesy which you have 
shown. If you ever need a testimonial for advertising 
or other purposes I would more than be glad to give 
one. I don't know what we would have done without 
Blue Cross and Blue Shield this year. Thank you so 
much." 
,,. 
The following letter was sent to our President, Mr. 
Herbert, with regard to several of the employees in 
the Ft.· Lauderdale office, and especially those in the 
Federal Department: 
"What a crew you have working in the Blue Cross 
and Blue Shield Ft. Lauderdale office, and especially 
the Federal Department. This Plan is beautifully run 
by Helen Carpenter, and my husband and I have been 
there many times to have papers straightened out in 
1973 and 1974. 
"If it hadn't been for the Federal Department my 
husband and I would presently be out over $2,000.00 
and wouldn't know where to go for help. Thanks to 
them for the wonderful job they are doing for us and 
others who need help. We are only two people of the 
many down in Florida alone and I want to compliment 
you on having such a wonderful organization. I go in 
the office so discouraged and come out feeling very 
different. If it hadn't been for these wonderful people 
and knowing what they were doing for us we would 
possibly have never gotten very far. I think they deserve 
a vote of thanks each and every one. 
"On entering the office the receptionist is very nice, 
smiles and gives you a nice welcome. No job is too 
big or too little. They always find time to help you and 
give excellent service. First and foremost are: Joan 
Lynn, Helen Carpenter, Barbara Drewry, and Diana 
Briggs. 
"I hope you will continue to have such capable and 
wonderful people to continue in the organization as 
we need more people like these. Today they are few 
and far between." 
Two Ft. Lauderdale employees have received 
following letters from subscribers: 
"Barbara Drewry - I have just received a su1 
mental check. May I take a moment of your tim 
thank you on my behalf on all of your efforts in 
curing additional payment that was due us. My sin 
thanks." 
"Bette Jones - Thank you so much for your 
attention to our Blue Cross matters." 
a>ennfnG 
� 
Rebecca Martin became the bride of Kirby Johnson 
most unusual wedding ceremony on June 9, which took 
in an "earth lodge" on the /ntercoasta/ waterway. It wa 
Indian-style wedding outdoors in a "room" which Kirby 
himself consisting of skins tied between stakes (a portic 
this can be seen in the photograph above). They spent 
honeymoon backpacking in the Smokey Mountains on 
Appalachian Trail. 
Rebecca made her wedding dress from 34 white r 
skins and wore feather earrings. She a/so made Kirby's 
Rebecca is half Cherokee and a native of Patuxent River, I 
land; Kirby is half Apache and was born and raised in Jae 
ville. 
Rebecca was hired in September, 1973 as a DCT st1 
Claims Examiner in the Medicare B Assigned Claims DE 
ment. After her graduation from Terry Parker High Schoo 
past June, she became a full-time employee. Her hobbiE 
elude beading, guitar, swimming, and sewing. 
nineteen/� 
·1ON LEADER PROMOTIONS 
ky Lewis was promoted from Claims Examiner 
:tion Leader of the Medicaid 65 Department on 
. Becky came to work for the Plans in July, 1973 
Id to return to her home in Evansville, Indiana. 
1as rehired nine months ago. 
1 is a native of Evansville where she graduated 
-farrison High School in 1972. She is single and 
boating, tennis and swimming. Her brother-in­
im Bell, Methods Department, is Vice President 
Employees Club. 
�� .•. 
ce King was promoted to Section Leader in the 
es II Pending Development Department on June 
>yce was previously a Control Pending Clerk and 
een an employee since April 7, 1973. 
r is a native of Jacksonville and attended William 
ines High School. She is married to Michael and 
son, Monte. Her hobbies are sewing, dancing and 
1g. 
* * * * * 
hara Kirce was promoted to Section Ceader of 
�rvices Ill Typing Department under Supervisor 
Glover. She has been employed with the Plans 
March 13, 1972 and was a typist until her pro­
,. 
I is a native of Jacksonville, graduated from 
ew Gilbert High School and also attended Jones 
�ss College for one year. She was married to 
!S on July 27 and she has two children, Tonya 
ean. Barbara enjoys tennis and bowling. 
* 
sy Jones was promoted to Section Leader in the 
ribers Service Department, effective July 1. Pre­
jobs with the Plans included a Regular Account 
rrom 1969 to 1971, Special Account Clerk from 
�o 1972, and her most recent job was a Batch 
;sing Clerk from 1972 to 1974. 
I is a native of Barnwell, South Carolina, graduat­
�m Butler High School. She has attended Florida 
I College for two years and is presently going to 
p Waters College. She is married to Johnnie and 
s Sweetfield Baptist Church, where she partici­
in the Pastor's Aid Club and choir. Her hobbies 
!Wing, fishing and reading. 
* * * * �; 
promotion of Nona Tanner to Section Leader in 
ribers Service was effective June 10. Previous 
,ns with the Plans included a Rework Clerk from 
, 1973 to February, 1974, and most recently 
Group Processing Clerk from this past February 
1er promotion. 
is a native of Jacksonville and graduated from 
t Senior High School. She is married to Jimmie 
1ey have one son, James Darrell, 2½ years old. 
3vorite hobbies are swimming and horseback 
YOUR BENEFITS 
�:;COR 
One of our important employee fringe benefits 
is the availability of a time-saving, money-saving 
automobile insurance purchasing plan. The pro­
gram, introduced to Blue Cross and Blue Shield 
employees in August, 1970, permits employees 
to pay through the convenience of regular payroll 
deduction or by direct billing at home. 
It is the Royal Guard Insurance Plan written 
by Royal Globe Company through American and 
Foreign Insurance. Hundreds of our employees 
are currently enrolled under this program for their 
automobile insurance. 
Royal Guard has issued the following informa­
tion concerning phone numbers which should be 
used by our employees: 
1. To report a claim after hours or on the 
week-ends to the Jacksonville Royal Guard 
Insurance Plan Claim Representative call 
737-8041 or 744-0560. 
2. Royal Guard's number during office hours 
from 8:30 a.m. to 4:30 p.m. is 398-7548. 
3. Any employee interested in information 
concerning this policy or the purchase of 
insurance should call 396-1714. 
Please keep these numbers in a convenient 
place in case you ever need them. 
Cathy Hiers was promoted from CRT Operator to 
Section Leader of the Services I Department under 
Supervisor Sam Watson. 
She is a native of Jacksonville and attended Ribault 
Senior High School. She also attended Florida Junior 
College for two years and received an A.A. degree in 
Physical Education. She is married to V.'oodrow. and 
dancing and tennis are her hobbies. 
* * * * * 
Veta Yvonne King was promoted to Section Leader 
in the Telephone Communications Center under Super­
visor Lillian Harrack, effective August 5. An employee 
since August, 1967, jobs included with the Plans were 
a Wats Operator from August, 1967 to January, 1973 
and her previous position which was a Physician's In­
formation Clerk. 
She is a native of Jacksonville and graduated from 
Andrew Jackson High School. She is single and her 
hobbies are cooking and reading. She enjoys dancing 
and going to the beach. 
){c * )}: 
Betress Turner was promoted from Control Desk to 
Section Leader of the Credit Adjustment Department on 
July 22, replacing Loretta Bryant who is on maternity 
leave. She has been employed with the Plans since 
November, 1969. Previous jobs include Medicare Cash­
ier from November, 1969 to July, 1972, when she trans­
ferred to Credit Adjustment. 
She is a native of Ft. Valley, Georgia, but has lived 
in Florida for the past 19 years. She is a graduate of 




Second in a Series of Articles Featuring 
the Customer Services Department 
For some time now customers (consumers) have 
been in the forefront of a movement to be recognized. 
There was a time when most customers assumed the 
role of the "sheep being led to slaughter" and they 
were generally uninformed regarding their rights. With 
a great deal of emphasis in the past two years being 
placed on the rights of the customer to be heard, man­
agement conceived the idea of an entity to represent 
the customer internally and externally - which brings 
us to "who." 
WHO? 
Flake Hewett, Customer Services D°irector, was ap­
pointed to this role in November, 1973 and brought 
eight years of experience into the new department. 
His past experience in hospital relations both in the 
home office and the Panama City field office gave him 
breadth in total company operations. In 1969 he was 
An eight-year veteran with the Florida Plans, Flake Hewett 
is Director of the recently established Customer Services De­
partment. 
LL 
transferred into the Blue Cross Claims Department and 
served as its Manager until his promotion. 
Bob Fowler is Administrative Assistant and as such 
is responsible for statistical data gathering for manage­
ment reports and for providing assistance to line man­
agement in improving service. 
Marilou Watson is a well .known employee of the 
company and was promoted from Secretary to P. R. 
Meyers, Vice President-Claims, to Consumer Services 
Representative. In this capacity Marilou is a catalyst 
for providing prompt response to inquiries/complaints 
addressed to Executive Staff. 
Four Customer Services Analysts are assigned to the 
department, including Barbara Murray, Jo Stanley, 
Sandra Jackson, and Mary Bowen. Tina Henault $erves 
as Secretary to Mr. Hewett and to Bob Fowler. Two 
inquiry/complaint research employees are assigned to 
insure that analysts have all needed information in 
order to complete cases. They are Diane Starling and 
Lois Green. The department maintains its own typing 
staff. Joyce Locker is assigned full-time to transcribing 
letters dictated by the analysts and Marilou. Bobbi 
Houser is a part-time student who assists in this phase 
of the operation also. 
WHAT? 
What is Customer Services? The purpose of its func­
tion is to provide a point of contact for subscribers, or 
others who feel that their interests and viewpoints may 
not have been fully considered when processed through 
our regular systems. 
A portion of what the department does is essentially 
corrective. A simple mistake occurs and somehow 
eludes normal corrective procedure. Situations of this 
sort breed frustration in our employees and anger and 
distrust in our customers. 
The department has two slogans by which it lives: 
"Listen - a Customer May Be Talking" and "Be Nice 
To Our Customers . . .  We Need Them. " 
The objective of this department, therefore, is to 
provide for our customers that which they have every 
right to expect . . . Service! 
WHY? 
Which brings us to the last point, "why." Obviously 
there is a need for a motivational force which will gently 
but firmly return the attention of each employee in the 
company to the importance of the customer. The logical 
approach appears to be the setting up of a focal point 
which would assume responsibility for measuring the 
total "customer contact" picture, so as to establish 
what we refer to as the percentage of "customer dis­
satisfaction." Once this "customer dissatisfaction" has 
been measured, decisions will evolve which will directly 
affect operational areas where statistical data gathered 
over a period of time pinpoints weaknesses. 
three/� 
Kathy accepts a check for $125.00 from Jack McAbee, Director of Blue Cross and Blue Shield Claims. This came as quite 
a surprise to Kathy who had no idea she had won this large amount. Ray Chaffin, Blue Cross Claims Manager, looks on at left. 
$197.00 Awarded To Six Employees 
Kathy Kassees won the largest suggestion check 
this month, $125.00 for her very first suggestion ever 
submitted. Kathy, 19, is a Credit Voucher Clerk in the 
Blue Cross Services Department and has been an em­
ployee in that area for 15 months. 
She suggested the initiation of a system in which 
checks necessitated for purposes other than advance 
claim payments (#888) should be coded with a dif­
ferent number for different things (such as #887, 
#886, etc.) for reimbursement. This idea is not only 
time-saving but virtually eliminates research time, and 
money can be immediately deposited in the proper 
account. The estimated annual savings will amount 
to $1,250.00 to Blue Cross and Blue Shield of Florida. 
Patricia Leece was the second high winner, with 
$32.00 for her suggestion concerning the distribution 
list A-K be put on adhesive labels. Patricia is secretary 
in the Mail Operations Department. 
Laura Merritt, Interviewer in the Personnel Depart­
ment, won $10.00 for her suggestion to post on the 
bulletin board the name of the applicant who got the 
job when an opening is filled within the Company. 
Gladys Harper, Claims Examiner in the Blue Cross 
Federal-Hospital Department, won $10.00 for her sug­
gestion to eliminate digits that are punched in fields 
75 thru 77 on address cards. 
Gladys Henry, Research Clerk in the Blue Shield. 
Department, also won $10.00 for her suggestion to 
have admitting physicians put on the 3270. 
Another $10.00 winner was Vickie Schwing, Talla­
hassee, who suggested that we revise the retirement 
system application and brochure. 
four/mm1ffi] 
1l 
HENEY AND BRITTON PROMOTED 
TO OPERATIONS LEADERS 
The recent promotions of Janet Heney and James 
Britton to Operations Leaders were announced by Ollie 
Howell, Manager of Computer Operations. 
Janet has been with the com­
pany for five years, and has held 
several positions, the most re­
cent being that of System Con­
troller. In her new position, she 
will be responsible for the Tape 
Library, West Vault Storage Li­
brarians and the Training Pool. 
She is a native of Green Cove 
Janet Heney Springs, Florida, and is a 1965 
graduate of Clay High School. She also has two years 
of Junior College and plans on furthering her educa­
tion by utilizing the company's Tuition Refund Program. 
Janet's hobbies include reading, swimming, tennis 
and playing chess. Another favorite pastime is relaxing 
with her husband, David. 
James (J. B.) started with the 
Plans nine years ago as a mail 
clerk. In 1966, he was promoted 
to Computer Operations and has 
since held several positions, the 
most recent being that of Sys­
tem Controller. In his new posi­
tion, he will be responsible for 
a shift of 23 people working on 
James Britton our computers. 
James graduated from Robert E. Lee High School, 
and is furthering his education at Jones Business Col­
lege, utilizing the company's Tuition Refund Program. 
J. B. 's wife, Shiela, is also employed here in the Data 
Recording department, and they have one daughter. 
Lisa. J.B.'s hobbies include shark fishing, and he is a 
member of the Jacksonville Shark Club. He also enjoys 
spending the. summer weekends with his family at 
their lake house in Keystone Heights. Another favorite 
hobby is playing pool on his own regulation table. 
JACKIE POTEET PROMOTED TO 
CREDIT ADJUSTMENT SUPERVISOR 
The promotion of Jackie Poteet 
to Supervisor of the Medicare B 
Credit Adjustment Department 
was announced by Bill Long, 
Manager, effective June 24. 
Jackie started to work with the 
Plans in April, 1969 in the Micro­
film Department, and in January, 
1970, she was transferred to the 
Jackie Poteet Credit Adjustment Department 
where she worked most of the desks in that area. 
She is a native of Georgia, but has lived most of her 
life in Florida. She is a 1963 graduate of Andrew Jack­
son High School, is married to Emert and they have 
two daughters, Donna and Jean. 
Jackie is a member of the Riverside Chapter Order 
of Eastern Star. She has her own motorcycle, and she 
and Emert are active in the Morocco Temple Shrine 
motorcycle unit the "Sultans." 
BOB HULSEY EARNS DEGREE 
FROM JONES COLLEGE 
When you're a husbar 
father of two young sons 
hold a full time job as the 
pany's Sales Training Coo 
tor, earning a college deg1 
your "spare time" can be , 
haul. "It took a good deal 
termination and preseverar 
finally graduate since it 
Bob Hulsey have been easier to drop 
explained Bob Hulsey, and that just about sun 
his feelings about his Associate of Science and E 
lor degree in Management which he received thi: 
June. 
Practicing what he says about self-developmE 
the Representatives with whom he works, Bot 
determined to get his own degree and started to 
College in the spring of 1970 when he transferrec 
the Miami branch office as a Representative i 
present position in Jacksonville. He can be pro 
the 3.20 average he carried with a heavy woi 
10-15 hours each quarter. 
Bob was able to take advantage of the comr 
Tuition Refund Program to finance part of his c 
tuition, but when he discovered he was eligible f: 
GI bill, it was necessary to use that assistance in 
Bob is responsible for planning and conductin: 
posure sessions" in Jacksonville for seasoned an 
representatives in the Marketing Division. He i! 
responsible for training field clerical employees, 
gram administered by Field Secretary Coordi 
Sunny Boyd, who continually travels to all branch c 
throughout the state. 
An employee since August, 1963, Bob has ! 
as President of the Five Year Club and is also a m1 
of the President's Club Committee which honors 
excellence among the Group Sales Representative: 
program is administered by Bob and awards a� 
sented each spring at the annual sales meetint 
ducted by the Marketing Division. Bob is marr 
Carolyn, and they have two sons, Brent and Mi 
ages 9 and 7 respectively. 
WINTON GARRETT PROMOTED 
TO SYSTEMS ANALYST 
The promotion of Winto 
rett to Systems Analyst o 
29 was announced by 
Cardin, Assistant Manager, 
care B Claims Systems. 
Winton, who joined the 
pany in July, 1972 as a Pre 
mer, was promoted last 
ber to Senior Programmer. 
Winton Garrett a native of St. Augustine 2 
tended St. Johns River and Lake City Junior Co 
His wife, Patty, is also employed by the CO! 
working as a secretary in the Personnel Depar 
Winton is an outdoorsman whose favorite pastim 
hunting and fishing. 
seventeen/ mm1ffi] 
DWIN AND CARMEN PROMOTED TO 
_EPROCESSING COORDINATORS 
The promot ions  of Mary God­
win and  Stephanie Carmen to 
Teleprocess i ng Coord i n ators were 
a n nou nced by Fra n k  Fo l ma r, 
Manager of Data Com m u n i ca ­
t ions  and  Contro l .  They w i l l  be 
work i ng in the newly created 
Com m u n i cat ions  Center with the 
va r ious  m i n i -com puter system s 
Mary Godwin that a re to be i m p lemented . 
st pr ior  to her promot ion , M a ry was Superv i so r  
.DP  Qua l ity Control . An employee s i nce February,  
8 ,  she has  acq u i red work i ng  knowledge of most 
s i n  the EDP Operat ions  Depa rtment , i nc l u d i ng 
, Record i ng ,  Qua l ity Control , Com puter Operat ions , 
m i n g  Operat ions ,  a nd Operat ions Support .  She  
ed  as  Sen ior  Ta pe L ib ra r i an  i n  t he  Ta pe L i b ra ry 
Operat ions  Ana lyst i n  OCR Sca n n i ng Operat ions  
1 these a reas were pa rt o f  the Operat ions  Su pport 
3 rtment a nd she has  done resea rch on  spec i a l  
:?CtS. 
a ry is a nat ive of Augusta , Georg ia , graduated from 
·ew Jackson H igh Schoo l , a n d  is cu rrent ly  atten d i n g  
da  J u n io r  Col lege t h rough the com pa ny ' s  Tu i t ion 
nd  Program . 
An em ployee s i nce Janua ry ,  
1 973 ,  Stepha n ie wa s a Progra m­
mer  and  then tra nsferred to  her 
prev ious job as  a Sen ior Control  
Ana lyst in the  Qua l ity Contro l  
Depa rtment . S h e  i s  a nat ive of 
Ta l la hassee a nd graduated f rom 
Ga i nesv i l le H igh Schoo l  i n  
Ga i nesvi l le, F lor i da . She attended 
ephanie Carmen Flor ida State U n ivers ity for two 
:; a n d  graduated with honors from the U n ivers ity 
or ida ,  ea rn i ng a BA degree. She i s  a mem ber of 
a Xi Delta . She i s  marr ied to Charles and  loves 
) sa i l i ng ,  do need l epo i nt ,  read ,  p lay go l f ,  cook ,  
poo l , a nd go  cam p i ng and  h i k i ng, espec i a l ly i n  
nou nta i ns .  
STEARNS PROMOTED TO 
IOR SOFTWARE SPECIALIST 
The promot ion of Joe Stea rns 
to Sen ior  Softwa re Spec ia l i st ,  ef­
fect ive J u ly 1 5 ,  was a n nou nced 
by B i l l  R itter ,  Ass i stant Manager 
of Teleprocessi ng System s. 
Joe ca me to the com pa ny i n  
September, 1 969,  a s  a Progra m­
mer .  He wa s promoted to  a Se­
n ior  Program mer i n  1 970 ,  t hen 
Joe Stearns promoted to Softwa re Spec i a l i st 
72 ,  a pos i t ion he held pr ior  to t h i s  promot ion .  
ha i l s  f rom Mont ice l l o ,  Kentucky where he at­
!d Wayne Cou nty H igh Schoo l .  He attended the 
irs ity of Kentucky for near ly fou r yea rs before 
1g to Flo r ida . 
i ng  a bachelor , Joe spends h i s  spa re t i me p lay i n g  
work i ng with e lectron i c  k its and  photography. 
HATHCOX PROMOTED TO SUPERVISOR 
OF MEDICARE B CLAIMS TRAINING 
Varian Hathcox 
The promot ion of Ya r i an  Hath­
cox to Superv isor  of Med ica re B 
C l a i m s  Tra i n i ng has  been an ­
nou nced by  La rry Payne, Med i­
care B Ass ista nt Mana ger.  
Ya r i an  has been em p loyed 
with the P lans  s i n ce August ,  
1 97 1 ,  has  extens ive knowledge 
i n  L ive C la i m s  Review, a n d  has  
worked i n  t he  I nforma l  Review 
Depa rtme11t. Fo r the past yea r she has  been a n  I n st ru c­
tor i n  the Med i ca re Pa rt B Tra i n i ng Depa rtment. 
She i s  a nat ive of Buffa lo ,  New York and graduated 
from Front ier Center ia l J u n io r  /Sen ior  H i gh School  i n  
H a m b u rg ,  New York .  S h e  a l so graduated from Keystone 
J u n ior  Co l lege in La P lu me, Pen nsylva n i a  receiv i ng her 
A.A. degree, a n d  served in the Navy for 1 ½ yea rs a s  
a Corpswave. She i s  m a rr ied to  B i l l  a nd they have one 
g i r l ,  M i chel le. Her hobb ies a re co i n  col lect i ng ,  horse­
back  r id i n g, cam pi n g  and  swim m i ng. 
TWO NEW PRODUCTION AND QUALITY 
CONTROL ANALYSTS ANNOUNCED 
Sam Steen , Manager of Pro­
duct ion and  Qua l ity Control , h as  
a n nou nced Barbara Maginness 
and  Grace Farmand as  two Pro­
duct ion and  Qua l ity Control  a n ­
a lysts. 
Ba rba ra ca me to the P l ans  i n  
llli.. May,  1 973 as  a C la i m s  Exa m i ner 
. � i n  the FEP Supp lementa l Depa rt-Barbara Maginness ment. Pr ior to her new pos it ion 
she was a C la i m s  and Correspondence Review C lerk .  
She i s  a nat ive of Jac ksonv i l le, a graduate of Terry 
Pa rker H igh Schoo l , a nd  attended the F lor ida Col lege 
of Med i ca l  a nd Denta l Ass i sta nts for one yea r .  She i s  
marr ied to  J im ,  a n d  cook i ng, sewi ng  a nd a rts a n d  
crafts  a re h e r  hobb ies. 
G race j u st jo i ned the P l ans  o n  
J u ly 2 2 .  I n  her new pos it ion , she 
rep l aces Bob Fowler ,  who wa s 
promoted to Adm i n i st rat ive As­
s i stant to F lake Hewett in the 
Customer Servi ces Depa rtment. 
She i s  a nat ive of Jordon a nd a 
graduate of Englewood H igh 
Schoo l .  She holds a B.A.  degree 
Grace Fa rmand in  Psycho logy and Socio logy from 
Jacksonvi l le Un ivers ity a nd i s  a member of Psi  Ch i 
Nat iona l  Fratern ity. Her hobb ies a re a rt ,  read ing,  sew­
i ng ,  and  sports .  The PROFI LE Reporter descr ibes her 
as  "a  wel come add it ion  to the com pa ny - friend ly  a n d  
lots o f  fu n . " 
sixteen ! mRilllliJ 
-- ---------, 
Finance Division Reorganized 
C. H .  Meyer,  V ice Pres ident-Treas u rer,  has  an ­
nou nced the reorga n izat ion of  the Fi nanc i a l  Depa rtment 
in the F i na nce D iv i s ion .  
Jack Brown 
Jack Brown wa s promoted 
from Manager of I nterna l Aud i t ,  
a t it le he 'd  he ld  for  th ree yea rs ,  
to D i rector of  Fi nance. Jack  came 
to B l ue Cross and B l ue Sh ie ld 
in 1 969 . He has pa rt i c i pated in 
the Jacksonvi l le Chapter of the 
Nat iona l  Assoc iat ion of Accoun ­
ta nts (NAA) for  the past 15  yea rs.  
A yea r ago h i s  app l i cat ion for the 
profess iona l des ignat ion of Cert if ied I nterna l  Aud itor 
wa s approved . In May,  1 973 ,  he wa s elected President 
of the Northeast F lor ida Chapter of the I n st itute of 
I nterna l  Aud itors of wh i ch  he has been a member fo r 
th ree yea rs .  
Mary Bondurant Jim Gesse//s Jim Guthrie 
Mary Bondurant was promoted from Assi stant F i ­
na nce D iv i s ion Coord i nator to Ass i stant D i rector of Ac­
count i n g. She received her B . S .  degree in Account ing  
from Ab i lene C h r i st i an  Col lege , Ab i lene, Texas .  She 
has  been a mem ber of  the Jac ksonv i l l e  Chapter of  NAA 
s i nce Apr i l ,  1 969.  
Jim Gessells was promoted from Ass i stant Ma nager 
for EDP Operat iona l  Aud its to Ass i sta nt D i rector of EDP  
Accou nt i n g  Operat ions . He  has  been an  emp loyee s i nce 
M a rc h ,  1 972 ,  i s  a graduate of the U n ivers ity of Dayton ,  
Oh io ,  a n d  ho lds  a B . S .  degree i n  Bus i ness Adm i n i stra­
t ion with a major  in I ndustr ia l Management . J i m  i s  a 
mem ber of NAA ,  the I nst itute of I nterna l  Aud itors ,  and  
Data Process i n g  Management Assoc iat ion . 
Jim Guthrie wa s promoted from Ass ista nt to the  
Contro l le r  to  Assi sta nt D i rector of  Budget and  Ana lys i s .  
J im  has  worked i n  Cost Account i ng  a n d  Budget i ng 
s i nce com i ng to B l ue Cross and  B l ue Sh ie ld i n  October,  
1 967 .  He wa s awa rded a B . S .  degree in Account i ng  
from Va ldosta State Col lege, Va l dosta , Georg i a ,  and  
had worked i n  account i ng  w i t h  a nat iona l  chem ica l  
manufactu r i ng  com pa ny pr ior  to  jo i n i ng the Pl a n s .  
Report i ng  t o  Mary Bondu ra nt a re Fuad Tannous 
a nd Marlene Fowler who were both promoted to M a n­
a gers.  Fa uci i s  now M a nager of Fi nanc i a l  Account i ng  
Fuad Tannous Marlene Fowler Anice Steed 
and  has  been an employee s i nce October , 1 969 , a s­
s igned to the F i na nce D iv i s ion as a n  Accou nta nt .  He 
ho lds a B . S .  degree from Ca i ro U n ivers ity in  Egypt 
with a major  i n  Account i ng.  He i s  a ca nd i date for a 
master ' s  degree i n  Bus i ness Ad m i n i strat ion at the 
U n ivers ity of North  F lor ida . Ma rlene i s  Ma nager of 
Accou nts Receiva b le and  i s  a f ive-yea r vetera n w ith 
the  Pl ans .  Her  l a st fou r yea rs have been i n  the F ina nce 
D iv i s ion of the Accou nt i n g  Depa rtment a nd one yea r  
pr ior  t o  th i s  wa s spent i n  Data Process ing .  
A l so report i n g  to  M a ry i s  Anice Steed, now Ma nager 
of Genera l D i sbu rsements ,  a t i t le  change from Off i ce 
Manager.  She served i n  her prev ious capac ity i n  the 
Accou nt i n g  Department s i nce October, 1 969.  JoAnn 
Verlanic a l so reports to Ma ry and  cont i n ues as  Man ­
ager o f  Ca sh iers ,  a pos i t ion she  has  he ld  si nce J u ne, 
1 97 1 .  She has over 20 yea rs serv ice in Cash iers .  
4 
JoAnn Verlanic Michelle Robinson Mel Yost 
Michelle Robinson, Su perv i sor  of the Payro l l  Depa rt­
ment,  a l so reports to M a ry. Th i s  depa rtment has  been 
t ra nsferred f rom the Personnel Depa rtment to the F i ­
nanc ia l Depa rtment .  
Mel Yost wa s p romoted to Manager of Tra i n i n g  and  
Development report i ng to  J im  Gessel l s ,  serv i ng  as  F i ­
na nce D iv i s ion  Coord i n ator p r i o r  to  h i s  promot ion . He 
received h i s  B .A .  degree from St . Lawrence U n i vers ity 
at Canton , New York  a nd h i s  M .A .  degree from New 
York State Co l lege for Teachers at A l ba ny, New York .  
He has  been a mem ber of  NAA s i nce 1 965 a nd has  
served the Jacksonvi l le Chapter i n  m a ny capac it ies 
i nc l ud i n g  the Pres idency i n  1 969- 1 970 .  He bega n 
servi ng  a two-yea r term as  a Nat iona l  D i rector of NAA 
on J u ly 1 .  




Rachel Holcombe reached the 
15-year milestone of her career 
with Blue Cross and Blue Shield 
of Florida on September 8. 
She has been a Federal Ap­
proval Clerk for five years in the 
Federal Blue Cross Department , 
and previously worked in Basic 
l1 Blue Shield. 
Rachel is a native of South Carolina but has lived in 
Florida for 30 years. She graduated from high school in 
Laurens, South Carolina and attended Asheville Teach­
ers College in Asheville , North Carolina. She is married 
to Kye and they have one son, Joe. She enjoys listening 
to the Jacksonvi lie Symphony Orchestra, decorating, 
decou paging, and traveling. She also enjoys working 
in the yard as "it's good therapy!" She is planning a 
trip to Portugal, Spain, and Morocco this month. 
5 Years 
Blue Cross and Medicare A 
Barbara Martinez 
J u l iette Wei r  
Mark Drake 
E l lou ise MacKi n non  
G ladys Thomas 
Consta nce Wisor 
Ethel  George 
Mary Terbrueggen 
Martha Ch ristia nsen 
Ha rriet Bou kn ight 
Phyl l is G i l bert 
Pamela Hodges 
Mae Powers 
M i lton Meise lman  
June  Sandberg 
Sh i rley A. Smith 
Group Accounting 
Telephone Pool 
Compu ter Operations 
Utilization Review 
Group Accou nting 
Word Processing Center 
Telephone Pool 
Qu ality Control 
Payroll 
Direct Accounting 
Specia l C la ims 
Quality Control 
Grou p  Accounting 
Coral Gables 
Utilization Review 
Computer Schedu ling 
Blue Shield and Medicare B 
Charlotte Ann White 
Gloria Dawn Dawson 
Ca ro l  L. Lefebu re 
Vickie Lynn Gal loway 
Doris Foss Griff in 
Mary Patricia Charles 
Cynthia H. Wi l l iams  
M innie Mae  Frazier 
Claims Correspondence 
Date Recording B l nforex 
Verify Med .  B 
Med. B Correspondence Training 
Data Record ing B lnforex 
Med .  B Cla ims 
Med. B Cla ims 




Mary Hansell celebrated a decade of service with 
Blue Cross and Blue Shield of Florida on September 8. 
She is a Claims Analyst for the Ft. Myers office and has 
held this posit ion for three years. Previous jobs included 
secretary to Representative and Grou p Secretary. 
She is a native of New Jersey, but has lived in 
Florida for ten years, all of which time she's worked 
for the Plans. She is a member of the American Business 
Women's Association in which she has served as Cor­
responding Secretary, Vice President and President. 
She was a delegate to two national conventions, has 
seven years perfect attendance and has received the 
highest award, "Woman of the Year." 
She is married to Franklin and they have two sons, 
Hugh and Lee, and seven grandchildren. Bowling and 
sewing are her hobbies. She and Franklin joined four 
other branch employees and were part of the 100 
employees and guests who took the trip to Hawaii in 
June, sponsored by the Employees Clu b. 
�� .,. * 
Ted Johnson celebrates his tenth year of service 
with the Plans on September 28. Beginning his career 
in 1964 as a custodian in Building Management, Ted 
has worked his way through the ranks as a Address-o­
graph Operator in Files, Computer Operator in Compu ­
ter Operations and is presently a Scheduler in the 
Computer Operations Department - a position he has 
held for three years. 
A native of Jacksonville , Ted graduated from New 
Stanton Senior High School and also attended the U.S. 
Technical Institute in Sacramento, California. Using 
the company's Tuition Refund Program has proven 
beneficial to Ted while furthering his education at 
Florida Junior College. 
Ted's hobbies include calisthenics, f ishing, readin�. 
and electronics. His interest in electronics led him in­
to a Radio and Television shop that he and three of 
his friends operate in their spare t ime ,  an activity that 
Ted f inds both enjoyable and profitable. 
t,s�a 
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The cooperative, artistic , sensitive 
Libran has a strong sense of justice 
and a great love of beauty and art. You 
can save for the beautiful new home 
and elegant objects to satisfy your 
highly developed sense of form and 
beauty with U.S .  Savings Bonds 
through Payroll Savings. 
HANSE HALL PROMOTED TO 
SYSTEMS MANAGER 
The promotion of Hanse Hall 
to Manager, Blue Cross and Blue 
Shield Systems was announced 
by Ray Pack, Director, Systems, 
effective July 29. Hanse replaces 
Jim Holloway who was recently 
promoted to Administrative As­
sistant to Cecil Rivers, Vice- Pres­
ident of Data Processing. 
Hanse Hall Hanse joined the Plans in 1968 
as a Programmer. He held - successive positions as 
Systems Analyst, Senior Systems Analyst and most re­
cently, Assistant Manager of Blue  Cross and Blue 
Shield Claims Systems. 
Hanse is a native of Headland, Alabama and holds 
a BS degree in Math from Au burn University. He is an 
active member of the Auburn Alumni Association and 
an enthusiastic supporter of the Au burn football team. 
He is married to Patricia, enjoys all sports, and partici­
pates in the company softball league. 
ANN McKINNIES PROMOTED TO TRAINING 
AND DEVELOPMENT COORDINATOR 
The promotion of Ann McKin­
nies to Training and Develop­
ment Coordinator in the Basic 
Blue Cross Department was an­
nounced by Ray Chaffin, Blue 
Cross Manager, effective Ju ry 15. 
Ann has been an employee 
since February , 1967. Previous 
jobs with the Plans included 
Ann Mcl<innies Claims Examiner in the Medicare 
B Department from 1967 to 1968, Claims Examiner 
in the Blue Cross Department from 1968 to 1972 ,  and 
a Section Leader in Basic Blue  Cross from 1972 until 
her newest promotion. 
Ann is a native of Jacksonville and a graduate of 
Stanton High School. She attended Bethune Cookman 
College in Daytona and is an L. P. N. She is married to 
Willard and they have four children, Perry, Robert , 
Fredrick and Bruce and three grandchildren, Chantel, 
Patric ia and Carla Elaine. 
Her hobbies are cooking and traveling. She and Wil­
lard recently returned from a week's vacation to the 
Virgin Islands and the Bahamas. 
fifteen/' ' 
BOB FOWLER PROMOTED TO 
CUSTOMER SERVICES DEPARTMENT 
The promotion of Bob Fe 
to Administrative Assistan· 
Flake Hewett, Director of 
Customer Services Depart 
has been announced by 
Hewett, effective July 29. 
He is responsible for stati� 
data gathering for manager 
reports and for providing a 
tance to line management i r  
proving service. In his position, Bob will become 
focal point to which all operational areas both inter 
and externally will funnel information regarding 
tamer contact so that management reports wil  
meaningful and may be used for improving o 
service. 
Bob was hired as Production and Quality c9 
Analyst last October to handle new responsibilitie 
Blue Cross Claims and held the position until his 
motion. He is a 1966 graduate of Tri-State Colle� 
Indiana and holds a BS degree in Business Adrr 
tration. He served 5½ years in the U.S. Air Force 
was discharged as Captain. He and his wife, Jo2 
have a daughter, Julie , and a son, Christopher. 
VIVIAN BESSENT PROMOTED TO 
ASSISTANT MANAGER 
Vivian Bessent 
The promotion of Viv ian 
sent to Assistant Manager 
announced by Jim Gibbons 
rector of Su bscribers Se 
and Special Services. 
Vivian is one of two Assi 
Managers in the Su bscr 
Service Group  Billing Depart 
under Manager Mary F ie 
Betty Bruce be ing the othe 
sistant Manager. 
Vivian has been an employee for nine years,1 
most recent assignments have included Administ 
Assistant to the Controller in the Accounting DE 
ment, Production and Quality Control Analyst i 
Word Processing Department under Betty Collins 
most recently as Project Coordinator in Subsc 
Service. 
A native of Jacksonville , Vivian graduated from 
Parker High School. She is married to Edward and 
have two daughters, Sheryl and Pam. 
Left to right are: J. W. Herbert; Zachary Skokos, Vice President of Morrison's Food Service, Jacksonville Division; John Hill, 
�cutive Vice President of Morrison's Incorporated; Roy Lovins, Vice President of Morrison's Food Service, Atlanta Division. 
Vood Carving Presented 
o Mr. Herbert 
·ram Morrison 's 
On July 2 1 ,  President J. W. Herbert was presented 
:h a most unusual gift - a desk set from Morrison's 
od Service and Morrison's Incorporated carved in 
od. It was carved by Roy Lovins, Vice President of 
>rrison's Food Service, Atlanta Division, and presented 
John W. Hill, Executive Vice President of Morrison's 
:orporated. 
The Blue Cross and Blue Shield emblems are dis-
1yed, one on either side, as well as both sides of the 
Id-colored Dedication medallion. Along the front of 
� base, Mr. Herbert's name is carved, and on top 
the base, an engraved plate is attached, signifying 
it the set was given to Mr. Herbert from Morrison's. 
Mr. Lovins indicated that he had spent at least 80 
urs on the carving. It was he who carved the cross 
:I shield ice sculptures that served as the head table 
:orations at the Dedication on January 19 .  
ALAN ADEY ELECTED CHAIRMAN OF 
REIMBURSEMENT ADVISORY COMMITTEE 
For the first time, a Blue Cross 
of Florida employee has been 
elected Chairman of the Regional 
IV Reimbursement Advisory Com­
mittee for the Southeast Re1ion. 
This honor goes to Alan J. Adey, 
according to an announcement 
by Dudley M. Bumpass, Director 
of Provider Reimbursement. 
Alan Adey 
This committee is marle up of 
members of the Blue Cross Plans in the Southeast 
Region consisting of Florida, Georgia, Alabama, Mis­
sissippi, North and South Carolina, Tennessee, and 
Kentucky. Their function is to meet on a quarterly basis, 
together with a representative from Blue Cross Associa­
tion, to discuss the various problems arising as a re­
sult of the changes in the fiscal Medicare regulations. 
Alan worked for the Blue Cross Association in Chicago 
System area from August, 1 968 until April, 1 973 when 
he joined the Florida Plans. 
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Ludelle M ohn 
Estella Bennefield 
I ris Norton 
Sally Wells 
Gerald Tucker 







Billie Starl ing 
Tina Wesch 
Ba rbara Hall 
Willie Richards 
Rita J owers 
Diane Joffre 
Lillian Green 




Med. A Edit Review 




Med. A I n- Patient Bill ing 
Coral Gables 




Med. A Medical Review 
Med. A Medical Review 
Word Processing Center 
Jacksonville Branch 
Group Accounting 
EDP Communications Center 
Ft. Lauderdale 
Group Sales 















Major Medical Claims 
Methods 
Blue Shield and Medicare B 
Ronald Frederick Smith 
Dianne Powers Bolger 
Marcella Jane Peters 
Sherry Lynn Zippe! 
Sandra Emma Twiss 
John M ichael Kelly 
Eula Addie Johnson 
Frances M arie Varney 
Kathy Eloise Nutt 
Rochelle Marine Clark 
Wilma C. Davi s  
Sharon Taylor 
M argaret J oyce Pagan 
Gregory Austin Echols 
Eddie Burroughs 
Phyllis Clyde Kohn 
Lisa Diane Osterhout 
Aurelia S. Agloro 
Vivian Alderigi Bagley 
Sandra Theresa Coar 
Pearlinda Lynette Wright 
Rebecca Anne Gillis 
Melza r Plummer Hudnell 
Med. B Special Correspondence 
Med. 8 Claims 
Services 1 1 1  
Comp. Coverage- Physician 
Med. B Claims 
Med. 8 Claims 
Mai l  Operations 
Med. 8 Claims 
Med. B Administration 
Med. 8 Claims 
Med. B Claims Services 
Med. B Typing 
Med. B Cla ims 
Med. 8 Claims 
Med. B Files 
Med. B Entry 
Med. B Cla ims Service 
Med. B Entry 
Med. 8 Cla ims 
Med. B Claims 
Date Recording B lnforex I I  
Comp. Coverage-Physician 
Med. 8 Cla ims 
seven/ 
Ruby M .  M yers 
Schyler M .  Nickelson 
Agnes R. Oakley 
Peggy Yale 
Brenda Rice 
Josette Denise M itchell 
Lorra ine E. Anderson 
Debra Carole Pendleton 
Cynthia Ann Sikes 
Roberta Frances Rawls 
Brenda Jane Stafford 
Pamela Ann Tedford 
I rene I nez Turner 
Ronald Wayne 
Dolores I rene Wetmore 
Med. B Claims 
Med. 8 Claims 
Med. B Cla ims Service 
Med. B Cla ims 
Med. B Cla ims 
Med. B Claims 
Claims Approval 
Med. 8 Claims 
Med. B Correspondence 
Edit I I  
Med. B Claims 
Med. 8 Cla ims 
CHAM PUS 
Med. B Cla ims 
Med. B Claims 
FINANCE DIVISION REORGANIZED 
(Continued from page 5. ) 
Also reporting to Mr. Gessells will be the new Man­
ager of Finance Quality Control, a position which is 
presently open. 
Dudley Mendheim and Engene Ryan were both pro­
moted to Managers reporting to Jim Guthrie. Dudley is 
Manager of Budget and Forecast and has been working 
in the Cost Accounting area over two years after receiv­
ing a B.S. degree in Accounting from Auburn Univer­
sity. He  has worked in Cost Accounting and Budgeting 
and most recently in assisting in the development of 
the Finance Module of the MI FT consortium. Eugene 
is Corporate Analysis Manager and has been with the 
company for nine months as an Internal Auditor. He  is 
a graduate of the University of Florida and received 
his master's degree in Business Administration from 
the University of South Florida. 
Rounding out the Finance Department is Margaret 
White who serves as Administrative Assistant to Jack 
Brown. She was formerly Administrative Assistant to 
Gene Parr in the Accounting Department and has been 
an employee since June, 1970. 
Dudley Mendheim Eugene Ryan Margaret White 
the  l i g ht s i de  of co m puter  sc ience 
How would you l i ke to be 
i nterviewed by a computer? 
I t  sounds  I i ke a fa r c ry i nto t he futu re, but maybe not .  
Soph i st i cated com puters a re even be i ng program med 
to speak .  
Bu t t he com puter w i l l  never rep l ace peop le .  T o  exag­
gerate the po i n t, a nd s how the l i ght s ide of com puter 
sc ience, s uppose a man look i ng for a job was be i ng i nter­
v i ewed by a com puter .  The i nterv iew m i g ht go somet h i ng 
l i ke t h i s :  
Man :  I ' m  here for t he job .  
Computer: Bu l eep .  
Man :  Excuse me, I 'm here for t he job .  
Computer: Avo ida nce of  t he va r i ab le  factor i n  the 
h u m a n  eq uat ion  now pred i cates a program of e lectro n i c  
i nterrogat ion  commenc i n g  w i t h  y o u r  last name.  
Man :  What?  
Computer: Thank you . Last name What .  And your  fi rst 
name, Mr .  What?  
Man:  I t ' s  not what !  
Computer: Not what-Mr.  Notwhat? 
Man :  No,  t hat' s not my name, i t ' s­
Computer: Co lor  of eyes : 
Man :  G reen .  
Computer: Eyes green .  
Man :  N o ,  not m y  eyes, m y  name !  M y  last name i s  
G reen a nd my fi rst name i s  Ha rry. 
Computer: Com p lex ion  ha i ry green .  Al l r ight ,  Mr. 
Notwhat, co lor  of ha i r ?  
Man :  The  l ast t i me I c hecked ,  i t  was  brown .  
Computer: Brown c hecked ha i r . Al l r i ght, Mr .  
Notwhat,  your  mother' s name?  
Man :  H a n n a h .  
Computer: And sex ?  
Man :  Fema le,  o f  cou rse. 
Computer: Al I r ight ,  Mrs .  Notwhat .  
Man :  No,  not me, my mother H a n na h, s he ' s  the  fema le. 
Computer: I u nderstand . What do you do  i n  you r  spare 
t i me, Mrs .  Notwhat? 
Man :  H ow many t i mes do I have to te l l  you,  I 'm a man .  
C9mputer: I n  you r spare t i me you  a re a m a n ?  
Man :  Now wa i t  a m i n ute. You ' ve st i l l  got m y  name 
wrong .  
Computer: Spe l l i ng i s  wrong :  P lease g i ve the correct 
letter. 
Man : !-
Computer: Correct ion  note, correct l etter, I .  Change 
name from Notwhat to N i tw i t !  Al I r ight, N i tw i t, have you 
any previ ous sk i  I l s .  
Man :  I u sed to be a we lder  a nd­
Computer: No prev i ous sk i  I I s .  
Man :  Why can ' t  I be  i nterviewed by  a h um an  be i ng 
i n stead of a com puter? 
Computer: I t  i s  a s  I to l d  you. Avo idance of t he human  
error, h uman  error, h uma n e rror . . .  
NEW UNIFORM CLAIM 
FORM DESIGNED 
A copy of the new Un iform Cla i m  Form de­
veloped by the Amer ica n Med ica l Assoc iat ion 
appea rs on the opposite page.  The Nat iona l  
Assoc iat ion of  B l ue  Sh ie ld P l ans  was a l so i n ­
vo lved i n  the deve lopment of th i s  form which 
the America n Med ica l Assoc iat ion bega n ad­
verti s i ng  and se l l i ng  to phys ic ia ns last month . 
F lor ida B l ue  Sh ie ld  pa rt ic i pated i n  the  pre­
l i m i n a ry d iscuss ions pr ior  to the form ' s  a p­
prova l by the Nat iona l Assoc iat ion of B l u e  Sh ie ld 
Pla ns ,  and  wi l l  accept the Un ifo rm Cla i m  Form 
in l ieu  of the fo l l owi ng forms: 
B l ue  Sh ie ld  Doctor 's  Service Report ,  B5b- 1 
Med i ca re B Req uest for Payment,  SSA 1 490 
The Un iform Cla i m  Form wi l l  not be a sub-
st itute for the  SSA 1 5 54 form , used by Med i ­
ca re B for services performed by hospita l based 
phys ic ia ns .  
A lthough not designed to  ta ke the p lace of 
the va r ious Major Med ica l forms,  and  the Fed­
era l  Em p loyee Supp lementa l form , these a reas 
wi l l  attem pt to process a ny c la i ms rece ived 
on the Un iform Cla i m  Form . A lthough we wi l l  
accept t h e  form , t h i s  i n  no  way changes B l u e  
Sh ie ld  po l icy rega rd ing  payments t o  phys ic ians .  
At  the present t i me ,  CHAM PUS can not accept 
the form but we a re work ing t h rough o u r  Na­
t iona l  off ices to e l i m i nate th is  except ion . 
B l ue  Sh ie ld  of F lor ida does not prov ide the 
form at the present t ime but  may at  some 
futu re date.  
Quest ions rega rd i ng the Un iform Cla i m  Form 
shou ld  be d i rected to: 
Steve We l k , Cha i rman 
Un iform Cla im  Form Com m ittee 
M ethods Depa rtment 
Jacksonvi l l e  - Te lephone 904- 79 1 -6396 
M i ke O' Fa rre l l ,  Vice Cha i rman 
Un iform Cla i m  Form Com m ittee 
Phys ic ia n Affa i rs 
Jacksonvi l le - Te lephone 904- 79 1 -660 1 
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John Dulaney of  the Training and Development Department closed out the week-long meeting on Friday, July 12 






Dur ing  the week of J u ly 8 ,  
the Provider Rei m b u rsement 
Depa rtment ,  i n  cooperat ion 
with Person ne l ' s  Tra i n i ng a nd 
Deve lopment Depa rtment ,  con­
ducted a week- long t ra i n i ng  
sess ion for its Jacksonvi l l e  
and  f ie ld  off ice person ne l . Ap­
prox i mate·ly 75  employees 
attended the t ra i n i ng programs 
wh ich  cons isted of  a corporate 
or i e11tat ion sess ion by Pat 
McCa l l ;  " Prepa r ing and  De­
l ive r i ng  a Presentat ion , "  by Don 
Haney ;  " Deve lop ing Perfor­
mance Too ls"  and  "fr i nge 
benefits" by John  Du laney,  a l l  
of t h e  Tra i n i ng a n d  Deve lop­
ment Depa rtment .  
Dud ley B u m pass ,  D i rector 
of the Provider Rei mbu rsement 
Depa rtment ,  A lan Adey and  
Rob i n  Br idges presented p ro-
thirteenl lrl:mffilll 
grams on workpa per  tech ­
n iq ues , Med ica id  laws ,  com 
m u n i cat ions between sect io r  
cu rrent regu lat ions ,  and  pre 
v ider based phys ic ians .  
I n  add it ion to these emp loy 
presentat ions ,  i n structors 
f rom F lor ida J u n ior  Co l l ege 
were i nvited to present a p 
gram ent it led " Effect ive Cor 
m u n icat ions . "  The secreta r 
i n  the grou p were offered a 
secreta r ia l  cou rse a l so p re­
sented by F lor ida J u n ior  
Col lege. 
F ie ld off ice personne l  wer 
g iven a n  hou r long tou r of t 
execut ive f loors of ou r n ew 
com plex as we l l  as  a n  extens 
look at ou r Com puter Oper, 
t ions on the e ighth f loor of 
both the Ma i n  a n d  South 
B u i ld i ngs . 
U[))RJEY IPIEN[))lIEY RIETilRlE§ ON JJUlY 3Il 
\ very gracious  lady opened her 
1e to severa l employees who v is ­
I her on J u ly 31 to honor her on 
day of  her ret i rement from B l ue 
ss and  B l ue Sh ield of F lor ida .  
I rey Pend ley ,  a n  1 8-yea r vetera n 
1 the P lans ,  took ea r ly ret i rement 
that day d ue to i l l ness . 
'res ident J ack Herbert ,  Sen ior  
Pres ident Joe Sta nsel l ,  V ice 
s ident of Phys ic ian  Affa i rs Da n 
• i s ,  Vice Pres ident of C l a i m s  D ick 
rers and other close f r iends de­
red her ret i rement g ifts from the 
1 pany and  fel l ow workers to her 
1e. Aud rey selected gas logs for  
f i re p l ace as  a n  add it iona l  corn­
y g i ft .  
:mp loyees with whom she had 
n associated for some of those 1 8  
r s  sent her a $ 1 00 .00 b i l l  (from 
Geer 's  Su bscri bers Service De­
:ment) , a robe, a pajama  set , 
>gnes, and  perfu mes , a nd other 
xted gifts .  A beaut i fu l bouquet 
resh  f l owers was sent by George 
i s .  
1fter accept i ng  t he  com pany gifts 
open i n g  her presents , Audrey 
a few words to say herself :  
I t  has  been very pleasa nt for me 
ng my 18 yea rs . I wish everyone 
w the wonderfu l  benef its provided 
he com pa ny.  I ca n 't tel l  you how 
:h the wonderfu l opportun it ies 
were g iven to me wh i le I was 
> l oyed mea n to me. I a l ready m i ss 
·yone more than  I ca n tel l  you , "  
sa i d .  
✓hen she i s  a b le t o  do so, Audrey 
nds a c lass where she is lea rn i n g  
a rt o f  h a n d  pa i nt i ng ch i n a .  She 
1 spends a good dea l of  her  t i me . 
:het i ng,  and  she proud ly  d i s­
·ed some decoupages wh ich a re 
g ing on her wa l l  as another one 
1er hobb ies . 
.ud rey was f i rst h i red i n  Apri l ,  
6 a nd beca me a Supervisor two 
·s l ater i n  the Federa l Depart-
1t .  When Med ica re was born i n  
6 ,  s he t ra nsferred t o  that depa rt­
i t  and  later beca me a n  Ass i sta nt 
1ager  in C l a ims .  She was servi ng 
Ass i sta nt Manager of  FE P B l ue 
� Id  and FE P Supp lementa l when 
left the com pany  a few month s 
due to her i l l ness .  
he and her h usband ,  J ack, who 
, hosted the pa rty, have one son .  
Mr. Herbert presents the company's 
retirement checks to Audrey. 
Audrey poses by her fireplace sh owing 
the company's gift of gas logs which she 
selected herself. 
Audrey was tickled with the $1 00.00 bill from several employees in the Subscribers 
Service Department. 
With Audrey on her retirement in her home are, from left, Jack McAbee, Dan 
Lewis, Joe Stansell, Nathan Oplinger, Barbara Lanier, her husband, Jack, Clara Rose, 
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HELEN CLEMENTS RETIRES 
FROM PENSACOLA BRANCH 
Helen Clements retired on August 1 6  from the Pensa­
cola branch office after working for Blue Cross and 
Blue Shield of Florida a little over nine years. 
In addition to her retirement checks from the com­
pany, Helen purchased a portable television set as an 
__ additional gift which she selected. 
' ,The Pensacola office staff surprised Helen on her 
retirement date "with a table full of goodies and a 
cake decorated with our emblems and best wishes." 
She also received several lovely gifts from the Pensa­
cola, Panama City, and Tallahassee employees. 
She exercised her prerogative of taking early re­
tirement "to doing some of the things I never seem to 
have time to do." Her two daughters, Sharon and 
Barbara, who live in Pensacola, and her four  grand­
children will take up some of her time. She also has a 
son, Bruce, who lives in Maryland, who presented her 
with her fifth grandchild this past Apri l. 
Helen served as a Section Leader and Group Secre­
tary of the Pensacola branch which consists of four 
other girls and two Representatives. Bill Miller, Talla­
hassee, was her Branch Manager and Art Lentz was her 
Regional Manager. 
Helen is a native of Savannah, Georgia, and attended 
Georgia State College in Milledgeville for three years 
where she studied art. She has also attended art courses 
at Pensacola Junior College where she hopes to resume 
her studies in oil and water colors. 
Although Helen is looking forward to her retirement, 
she expressed mixed emotions about leaving, explain­
ing that her years with the company "have meant a lot 
to me and I have appreciated the opportunities and 
benefits during my nine years." 
USE YOUR MAJOR MEDICAL 
TO COMBAT RISING DRUG COSTS 
The cost of prescription drugs is on the increase. A 
recent survey in the April edition of the "American 
Druggist" revealed that the average price of a prescrip­
tion reached $4. 1 6  for independent pharmacies and 
$4. 1 3  for chains. In 1 972 the average for both was 
only $4.00.  
With the cost of everything else increasing it  is not 
surprising that the cost of drugs, as well as most other 
medical expenses, is also on the rise. But employees 
can use their Blue Cross and Blue Shield Major Medical 
coverage to eliminate much of this added expense. All 
you have to do is satisfy your deductible, and Major 
Medical will pay 80 % of the remaining eligible ex­
penses. 
With our Major Medical coverage, most prescription 
drugs are eligible expenses. In order to claim them, 
all you have to do is submit your receipts with your 
Major Medical claim form. You will then be reimbursed 
80 % of the cost of all eligible drugs, once you have 
satisfied your deductible. 
There is an easier way than saving all of your 
receipts, however. Just have your pharmacist fill out 
and sign our Drug Expense Record (85-909). When 
this is accomplished all of the requ ired information 
is on a single piece of paper instead of many different 
receipts. If you use more than one druggist, keep a 
separate Drug Expense Record for each. 
For copies of the Drug Expense Record, 85-909, 
contact the Major Medical Department on the fourth 
floor of the Main Building. 
.ffl. n 
-r. • 
Blue Cross .  Blue Shield . 
532 Riverside Avenue 
Jacksonville, Florida 32201 
(904) 791-6111  
PATIENT ________ _ 
CONTRACT NUMBER _____ _ 
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Mrs. Stanley, standing, a teacher from Fletcher High School, is shown with one 




Offered To Employees 
At No Charge 
As a result of a management c 
munications to all employees, n 
than 400 employees returned q 
tionnaires indicating their desiri 
take a beginning typing course 
fered through Florida Junior Coll 
The classes are being held in 
Main Building after work and an 
fered at no cost to the employee: 
This course was offered thrc 
the Personnel Department's Trai1 
and Development Department as 
of its ongoing program to assist 
ployees in furthering their skill: 
improve their efficiency in their . 
and, hopefully, to serve as a step1 
stone for further advancement. 
Mrs. Stanley, a teacher at Fletc 
High School at Jacksonville Be; 
taught the first class which ra 
month, two nights a week. She 
one of eight business teachers f 
local high schools who were 
ployed by Blue Cross and Blue Sh 
for summer months under a spE 
program. The second typing clas 
expected to start sometime this 
:LEN CLEMENTS RETIRES 
OM PENSACOLA BRANCH 
� len C lements ret i red on August 1 6  f rom the Pensa­
b ra nch off ice after work i ng  for B l ue C ross a nd 
Sh ie ld of F lor ida a l i tt le over n i ne yea rs.  
add i t ion to her ret i rement checks f rom the com ­
· ,  Helen p u rchased a portab le telev is ion  set as  a n  
t iona l  g i ft wh ich she selected . 
,e Pensaco la  off ice staff surpr ised Helen on her 
ement date "with a tab le fu l l  of good ies and a 
decorated with ou r emb lems a nd best wishes . "  
a l so received severa l lovely g ifts from the Pensa­
Pa nama C ity, and  Ta l l ahassee employees . 
1e exerci sed her prerogat ive of ta k i ng  ea r ly  re-
1ent "to do ing  some of the t h i ngs I never seem to 
t i me to do . "  Her two daughters, S h a ron and  
,a ra , who  l ive i n  Pensaco la ,  a nd her  fou r g rand ­
l ren wi l l  ta ke u p  some of  her  t i me. She  a l so has  a 
B ruce, who l ives i n  Ma ry land ,  who presented her 
her f i fth  grandch i ld th is  past Apr i l .  
� len served a s  a Sect ion Leader a n d  G roup  Secre­
of the Pensaco la  b ra nch wh ich cons i sts of fou r 
r gi r l s  and two Representat ives . B i l l  M i l ler ,  Ta l la ­
ee, was  her  B ra nch Manager and  Art Lentz was her 
ona l Manager. 
� len is a nat ive of Sava n n a h ,  Georg ia ,  a nd attended 
g ia  State Co l lege i n  M i l ledgevi l le for th ree years 
·e she stud ied a rt .  She has a l so attended a rt cou rses 
rnsaco la  J u n io r  Col lege where she hopes to res u me 
:;tud ies i n  o i l  a nd water co lors . 
though Helen i s  look ing  forward to her ret i rement,  
expressed m i xed emot ions a bout leavi ng, exp l a i n ­
hat her yea rs with the com pany " have mea nt a l ot 
1e a nd I have a ppreciated the opportun it ies and  
f its d u r i ng my n i ne years . "  
USE YOUR MAJOR MEDICAL 
TO COMBAT RISING DRUG COSTS 
The cost of p rescri pt ion d rugs is on the i ncrease. A 
recent su rvey i n  the Apr i l ed it ion of the "Amer ica n  
Drugg ist "  revea led that the average pr ice of a p rescr i p­
t ion reached $4. 1 6  for i ndependent pha rmacies a nd 
$4. 1 3  for cha i ns .  I n  1 972  the average for both was 
on ly $4.00.  
With the cost of everyth i ng e lse i ncreas i ng  it  i s  not 
s u rp r i s i ng  that the cost of d rugs ,  as wel l  as most other 
med ica l expenses , is a l so on the r i se.  But emp loyees 
can use thei r B l ue Cross and  B l ue Sh ield Major Med ica l 
coverage to el i m i nate much of t h i s  added expense. Al l 
you have to do i s  sat i sfy you r ded uct ib le, and Major  
Med ica l wi l l  pay 80 % of  the rema i n i ng el ig i b le ex­
penses. 
With ou r Major  Med ica l  coverage, most prescr i pt ion 
d rugs a re el ig i b le expenses. I n  order to cla i m  them , 
a l l  you have to do i s  subm i t  you r  recei pts with you r  
Major  Med ica l  cla i m  form .  You wi l l  then be rei mbu rsed 
80 % of the cost of a l l  el ig i b le d rugs, once you have 
sati sf ied you r ded uct i b le.  
There i s  a n  eas ier way than savi ng al l  of you r 
rece ipts,  however .  J ust have you r pha rmaci st f i l l  out 
a nd s ign our Drug Expense Record (85 -909) . When 
t h i s  i s  accomp l i shed a l l  of the req u i red i nformat ion 
i s  on a s i n gle p iece of paper i n stead of many d i fferent 
recei pts. I f  you use more than one d ruggi st, keep a 
sepa rate D rug Expense Record for each .  
For cop ies of  the Drug Expense Record , B5-909 , 
contact the Major  Med ica l Department on the fou rth  
f loor  o f  the  Ma in  B u i l d i ng .  
• • 
Blue Cross . Blue Shield 
DRUG EXPENSE RECORD 
532 R,verside Avenue 
Jacksonll'llle, Florida 32201 
(904) 791 - 6 1 1 1  
PATIENT ________ _ 
CONTRACT NUMBER ___ _ _ 
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ltlEQUIRIE !IV LAW A WRITTEN AN0/0111 ORAL OltCIElt BY " LI· 
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Offered To Employees 
At No Charge 
eleven/ lr1r-w m, 
As a resu lt of a management com­
m u n icat ions to  a l l  emp loyees , more 
than  400 employees retu rned q ues­
t ionna i res i nd icat i ng  thei r des i re to 
ta ke a beg i n n i n g  typ i ng cou rse of­
fered th rough F lor ida J u n i o r  Col lege. 
The c lasses a re bei ng  he ld i n  ou r 
M a i n  B u i ld i ng after work a nd a re of­
fered at no cost to the emp loyees . 
Th i s  cou rse was offered t h rough 
the Person nel Depa rtment 's  Tra i n i n g  
and  Development Depa rtment a s  pa rt 
of its ongo ing  p rogra m to ass i st em­
p loyees i n  fu rtheri ng  thei r s k i l l s  to  
i m prove thei r eff iciency i n  thei r j obs  
and ,  hopefu l ly ,  to  serve as  a stepp i ng  
stone fo r  tu rt he r  advancement. 
M rs .  Sta n ley,  a teacher at F letcher 
H igh School at Jacksonv i l le Beach , 
taught the f i rst c lass wh ich ra n a 
mont h ,  two n i ghts a week.  She was 
one of eight bus i ness teachers f rom 
loca l h igh schools who were em ­
p loyed by  B l ue Cross and B l ue Sh ie ld 
for su m mer months  under  a specia l  
p rogra m .  The second typ i ng c lass i s  
expected t o  sta rt somet i me t h i s  fa l l .  
AUJDIFUEY IPIENJDlIEY IRJEililIFUE§ ON JJUlY 3Il 
A very grac ious lady opened her  
home to several  emp loyees who v is ­
i ted her  on J u ly 3 1  to honor he r  on 
the day of  her  ret i rement f rom B l ue 
C ross and  B l ue Sh ie ld  of F lor i da .  
Aud rey Pend ley, a n  1 8-yea r vete ran 
with the Plans,  took ea r ly ret i rement 
on that day due  to i l l ness .  
Pres i dent Jack Herbert ,  Sen io r  
V i ce  Pres ident Joe Stansel l ,  V i ce 
Pres ident  of Phys i c i an  Affa i rs Dan 
Lewis ,  V ice Pres ident of  C la ims D ick  
Meyers and  other  c lose f r iends  de­
l ive red her ret i rement g ifts f rom the  
com pa ny a nd fe l l ow workers to  her  
home .  Aud rey selected gas  logs fo r  
her  f i re p l ace as  a n  add i t i ona l  com­
pany g i ft .  
E m p loyees with whom she had 
been assoc iated for  some of  those 1 8  
yea rs sent h e r  a $ 1 00 .00 b i l l  (from 
J i m  Geer's Su bscr i bers Serv ice De­
pa rtment) , a robe, a paj ama  set, 
colognes,  a nd perfu mes,  a nd other  
assorted g ifts .  A bea ut i fu l bouquet 
of f resh f lowers was sent by George 
Lewis .  
After accept i ng the company g ifts 
a nd open i ng her  presents, Aud rey 
had a few words to say herse l f :  
" I t has  been very p leasant for me  
d u r i ng my 1 8  yea rs.  I w ish  everyone 
knew the  wonderfu l benefits provided 
by the com pa ny. I can 't te l l  you how 
much  the  wonderfu l  opport u n it i es 
that were given to me wh i l e  I was 
emp loyed mea n to me.  I a l ready m iss 
everyone more than I can te l l  you , "  
she sa id .  
When  she  i s  ab le  to  do so ,  Aud rey 
attends a c l ass where she  is learn i ng 
the a rt of hand  pa i nt i ng c h i n a .  She  
a l so spends a good dea l  o f  her  t i me 
c rochet i ng,  and  she proud ly d i s­
p l ayed some decou pages wh i ch  a re 
hang i ng  on her  wa l l  as another  one 
of  her  hobb ies .  
Aud rey was f i rst h i red i n  Apr i l ,  
1 956 a n d  became a Su perv isor two 
yea rs later i n  the  Federa l  Depa rt­
ment .  When Med i ca re was born i n  
1 966,  s h e  t ra nsferred to that depa rt­
ment and later beca me an  Ass i sta nt 
Manage r  in C la i ms .  She was servi ng  
as  Ass i stant Ma nager  o f  FEP B l ue 
Sh ie ld  and FEP Supp lementa l  when 
she  left the  com pany a few month s 
ago due  to her  i l l ness.  
She and her h usband ,  Jack ,  who 
a l so hosted the pa rty, have one son .  
Mr. Herbert presents the company's 
retirement checks to Audrey. 
'---1 
Audrey poses by her fireplace showing 
the company's gift of gas logs which she 
selected herself. 
Audrey was tickled with the $1 00.00 bill from several  employees in the Subscribers 
Service Department. 
With Audrey on her retirement in her home are, from left, Jack McAbee, Dan 
Lewis, Joe Stansell, Nathan Oplinger, Barbara Lanier, her husband, Jack, Clara Rose, 
Dick Meyers, and Mr. Herbert. 
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HEAL TH INSURANCE 
CLAIM FORM 
R E AD  INSTRUCTIONS BEFORE COMPLET ING OR S IGNING THIS FORM 
TYPE OR PAINT □ M EDICARE □ MEDICAID 
PATIENT & INSURED (SUBSCRIBER) I NFORMATION 
□ CHAMPUS 
1 . PATIENT'S NAME (First name, middle initial, last name/ 2 PATIENT'S DATE OF BIRTH 
I I 
◄. PATIENT'S ADDRESS (StrHI, city, stare, ZIP code) 5. PATIENT'S SEX 
MALE I I I FEMALE 
7. PAT IE f.J J  � RfL A I IONSHIP T O  INSURED 
SELF SPUU�f CHILD OTHER 
I I I I 
9. OTHER HEAL TH INSURANCE COVERAGE • 'Enler Name of 10. WAS CONDITION RELATED TO: 
Policyholder and Plan Name and Address end Policy or Medical 
A.  PATIENT'S EMPLOYMENT A5s1g1ance Number 
YES I I I NO 
B. AN AUTO ACCIDENT 
YES I I I NO 
1 2  PATIENT'S OR AUTHORIZED PERSON'S SIGNATURE (Rt11td back bt1lort1 signing) 
I A 11mn,,,c the He,f'a:.P 01 .tny Mea,cal 11110,mrll•OII Nec.es�,1,,.. HI Jlrncoss 1h,s C:l1t1m ,no ReQufUI Pdyme,11 of 
Ml flll � 111 ICHAMPllS {Ja11r-l1I\ r,,,, •. , '" Mr,f'II Of /('I ,,,,, (),,rty Who Arco,H.\ A � � 1q11ment Bol()W 
SICiNl V DA IL  
PHYSICIAN OR SUPPLIER INFORMATION 
14  DATE OF· ◄ ILLNESS (FIRST SYMPTOM) OR 15. DA TE FIRST CONSUL TED 
INJURY (ACCIDENT) OR YOU FOR THIS CONDITION 
PREGNANCY (LMP) 
1 7  D A T E:.  PA l t E: N T  ABU T O  15  OATES OF TOTAL DISABILITY RE  I UHN TO WORK 
FROM I THROUGH 
19. NAME OF REFERRING PHYSICIAN 
21 NAME & ADDRESS OF FACILITY WHERE SERVICES RENDERED (II other than home or all1ct1/ 
□ OTHER 
3. INSUREO'S NAME (First name, middle inirial, last name) 
5. INSURED'S 1.0. No. or Ml!DICAAI! No, (include any letrers) 
8. INSURED'S GROUP NO. (Or Group Name) 
1 1  INSURED'$ ADDRESS (Sfr99t, city, state. ZIP code) 
13. t A U THORIZE PA YMEN T OF AAEOiCAL l:lfNEFl rS TO UNO(R"ilGNl O 
PHYSICIAN OR SUPPL/El< 'OR SERVICE DESCRIBED f!EL O W  
St(',N[D (/11.�urod o r  Aulhor,ad Parson} 
18. HAS PATIENT F.VER HAO SAME OR S IMILAR SYMPTOMS? 
YES I j NO 
OATES OF PARTIAL DISABILITY 
FROM I THROUGH 
20. FOR SERVICES RELATED TO HOSPITAL IZATION 
GIVE H:ISPITALIZATION OATES 
ADMITTED I DISCHARGED 
22. WAS LABORATORY WORK PERFORMED OUTSIDE YOUR OFI 
YES I I NO CHARGES: 





24 A 8 '  PLACE 
DATE OF or 
SERv SERI/ICE 
ICE 
� - - - ----
�-- -- - ---
----- -.,. __  
r--- - - - - ---
-- - - -- �-
,... _____ ,_ _  
- - - - - - - -
C FULLY DESCRIBE PROCEDURES. MEDICAL SERVICES OR SUPPLIES 
FURNISHED FOR EACH DATE G IVEN 
PROC_!:DURE CQOE 
flDE:NTIFY: ) 
f- - - - -
----- - -
� - - - - -
- - -- -
- - - - -
--- - - - -
-- - - - -
(EXPLAIN UNUSUAL SERVICES OR CIRCUMSTANCES) 
�--------------
�--------------
· - - - - - - - - - - - - - -
� - - - - - - - - - - --- -
,_ ______________ _ 
..,__ ______________  
.,. ______________ 
25. SIGNATURE OF PHYSICIAN OR SUPPLIER 211. ACCEPT ASSIGNMt:N T 
(RHd back be/or• signing) (00VEANMENT CLAIMS ONL YI (SH BACK) 
YES I I I NO 
X>. YOUR SOCIAL SECURITY NO. 
SIGNED DATE 






- - - _ _  __J_ _ _  �- - - - - - - -
I 
----- ---1- - - - - - - - - -
I � -----r-- - - - - - - -
I - - - --,- -.-. - - - - - - - -
I ,_ __ - - - i- -1-- - - - - - - - · 
--- ---f-- - - - - - - - -
,_ __  _ _ _  L _  ,...__. _______ _ 
I 










31. PHYSICIAN'S OR SUPPLIER'S NAME. ADDRESS. ZIP CODE & 
TELEPHONE NO. 
1 .0. NO. 
• PLACE OF SERI/ICE CODES 
1 - ( CH) - INPATIENT HOSPITAL 
2 - (0Hl - OUTPATIENT HOSPITAL 
3 - (0) - DOCTOR'S OFFICE 
4 - ( H) - PATIENT' S HOME 7 - (NH) - NURSING HOME 0 - (0L) - OTHER LOCATIONS 
5 - DAY CARE FACILITY tPSYI 
6 - NIGHT CARE FACILITY (PSY) 
6 - (SNF) - SKILLED NURSING FACILITY A - ( IL) - INDEPENDENT LABORATORY 
9 - AMBULANCE 
ninel mmfillB 
8- OTHER MEDICAL/SURGICAL FACIUT 
APPRu\lEO BY AMA COUNCIL ON MEDICAL SERVICE 6-7 
l i g ht s ide  of co m p uter  sc ien ce 
>w would you l i ke to be 
terviewed by a computer? 
.o unds  I i ke a fa r c ry i nto t he fut u re, bu t  maybe not .  
ph i st i cated com puters a re even be i n g  program med 
,eak .  
r t t he com puter w i l l  never rep lace peop le .  To exag­
e t he po i nt, a nd show the l i ght s ide of com puter 
ice, suppose a man look i ng for a job was be i ng i nter-
ed by a com puter .  The i nterv iew m i ght go somet h i ng 
: h i s :  
an :  I ' m  here for t he job .  
,mputer: Bu l eep .  
an :  Excuse me, I ' m  here for t he job .  
,mputer: Avo idance of t he va ri ab le  factor in  the 
a n  eq uat ion  now pred i cates a program of e lect ron i c  
rogat ion  commenc i n g  w i t h  you r  last name.  
an :  What ? 
>mputer: thank  you .  Last name What .  And you r fi rst 
e ,  Mr .  What?  
an :  I t ' s  not what !  
>mputer: Not what-Mr.  Notwhat? 
an: No,  t hat' s not my name, i t ' s­
>mputer: Co lo r  of eyes : 
an :  Green .  
,mputer: Eyes green .  
an :  No, not my eyes, my name !  My l ast name i s  
· n  a nd my fi rst n ame  i s  Ha rry. 
,mputer: Com p lex ion  ha i ry green .  Al l r i ght ,  M r. 
vhat, co lo r  of ha i r ?  
an :  The l ast t i me I c hecked , i t  was  brown .  
,mputer: B rown checked ha i r. Al l r i ght, M r .  
vhat, you r  mother' s n ame?  
an :  Hannah .  
,mputer: And  sex ? 
an :  Fema le ,  of cou rse. 
,mputer: Al  I r i ght ,  M rs .  Notwhat .  
an: No, not me, my mother Hannah ,  she' s the fema le .  
>mputer: I u nde rstand . What do you  do i n  you r  spare 
, Mrs .  Notwhat? 
an: How many t i mes do I have to te l l  you, I ' m  a man .  
,mputer: I n  you r spare t ime you a re a man ?  
a n :  Now wa i t  a m i n ute. You ' ve st i l l  got my name 
1g. 
>mputer: Spel I i  ng is wrong :  P l ease g i ve the co rrect 
an :  1-
>mputer: Correct ion  note, correct l etter, I .  Cha nge 
e from Notwhat to N i twi t !  A l l r i ght, N i tw i t, have you 
prev ious sk i  I I s .  
a n :  I u sed to be  a we lder  a nd­
>mputer: No prev ious  sk i  I I s . 
a n :  Why can ' t  I be i nterv iewed by a h uman  be i ng 
ad of a com puter? 
>mputer: I t  i s  as I to l d  you . Avo i da nce of t he human  
· ,  h uman  e rror, h uman  e rr.or . . .  
NEW UN IFORM CLAIM 
FORM DESIGNED 
A copy o f  the new Un iform Cla i m  Form de­
ve loped by the Amer ican  Med ica l Assoc iat ion 
a ppea rs on the opposite page . The Nat iona l 
Assoc iat ion of B l ue Sh ie ld Pl ans  was a l so i n ­
vo lved i n  the  deve lopment of th i s  form wh ich 
the Amer ican M ed ica l Assoc iat ion bega n ad­
vert is ing a nd sel l i ng to phys ic ia ns  last month . 
F lor ida B l ue Sh ie ld pa rt i c ipated i n  the pre­
l i m i n a ry d i scuss ions pr ior to the form ' s  a p­
p rova l by the Nat iona l Assoc iat ion of B lue  Sh ie ld 
Plans ,  and wi l l  accept the Un iform Cla im  Form 
i n  l i eu of the  fo l lowing  forms: 
B l ue Sh ie ld Doctor ' s  Service Report ,  B5b- l 
Med ica re B Req uest for Payment ,  SSA 1 490 
The Un iform Cla i m  Form wi l l  not be a sub-
st itute for the SSA 1 554 form , used by Med i ­
ca re B for services performed by hospita l based 
phys ic ians .  
A l though not des igned to ta ke the p lace of 
the va r ious Major  Med ica l  forms,  and  the Fed ­
era l Emp loyee Su pp lementa l fo rm , these a reas 
wi l l  attem pt to process a ny c la ims rece ived 
on the Un iform Cla i m  Form . Although we wi l l  
accept the  form , th i s  i n  n o  way changes B l ue  
Sh ie ld po l icy rega rd ing  payments to  phys ic ians .  
At the present t i me ,  CHAM PUS can not accept 
the form but we a re work ing th rough ou r  Na­
t iona l  off ices to e l i m i nate th is  except ion . 
B l ue  Sh ie ld of F lor ida does not provide the 
form at the present t ime but  may at some 
futu re date.  
Quest ions rega rd i ng the Un iform Cla i m  Form 
shou Id  be d i rected to: 
Steve We l k ,  Cha i rma n 
U n iform Cla im  Form Com mittee 
Methods Depa rtment 
Jacksonvi l le - Te lephone 904- 79 1 -6396 
M i ke O' Fa rre l l ,  V ice Cha i rman 
Un iform Cla im  Form Com m ittee 
Phys ic ia n Affa i rs 
Jacksonvi l le - Te lephone 904- 79 1 -660 1 
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John Dulaney of the Training and Development Department closed out the week-long meeting on Friday, July 1 2  






Dur ing  the week of J u ly 8 ,  
the Provider Re imbu rsement 
Depa rtment ,  i n  cooperat ion 
with Person ne l ' s  Tra i n i ng a nd 
Deve lopment Depa rtment ,  con ­
ducted a week- long t ra i n i ng 
session for its Jacksonvi l le 
a nd f ie ld  off ice person ne l . Ap­
p rox imate·ly 75 emp loyees 
attended th� t ra i n i ng progra ms 
wh ich  cons isted of  a corporate 
or ientat ion sess ion by Pat 
M cCa l l ;  " Prepa r ing and  De­
l ive r i ng  a Presentat ion , "  by Don 
Haney;  " Deve lop ing Perfor­
mance Too ls"  and "fr i nge 
benefits" by Joh n  Du la ney, a l l  
of the Tra i n i ng  and Deve lop­
ment Depa rtment .  
Dud ley Bumpass ,  Di rector 
of the Provider Rei mbu rsement 
Depa rtment ,  A lan  Adey and  
Rob i n  B r idges presented pro-
thirteen/ lr1r-H�m• 
grams on workpa per tech ­
n iques ,  Med i ca id laws , com­
m u n icat ions between sect ions ,  
cu r rent regu lat ions ,  a nd pro­
v ider based phys ic ians .  
I n  addit ion to these em ployee 
presentat ions ,  i n structors 
f rom F lor ida J u n ior  Col l ege 
were i nvited to present a p ro­
gra m  ent it led " Effect ive Com­
m u n icat ions . " The secreta r ies 
i n  the grou p were offered a 
secreta r ia l  cou rse a l so pre­
sented by F lor ida J u n io r  
Col lege . 
F ie ld off ice personne l  were 
g iven an hou r long tou r of the 
executive f loors of  ou r new 
com plex as we l l  as  a n  extens ive 
look at ou r Com puter Opera ­
t ions on  the e ighth f loor of 
both the Ma i n  and  South 
Bu i ld i ngs. 
Left to right are: J. W. Herbert; Zachary Skokos, Vice President of Morrison's Food Service, Jacksonville Division; John Hill, 
Executive Vice President of Morrison's Incorporated; Roy Lovins. Vice President of Morrison's Food Service, Atlanta Division. 
Wood Carving Presented 
To Mr. Herbert 
From Morrison's 
On July 21, President J. W. Herbert was presented 
with a most unusual gift - a desk set from Morrison's 
Food Service and Morrison's Incorporated carved in 
wood. It was carved by Roy Lovins, Vice President of 
Morrison's Food Service, Atlanta Division, and presented 
by John W. Hill, Executive Vice President of Morrison's 
Incorporated. 
The Blue Cross and Blue Shield emblems are dis­
played, one on ei ther side, as well as both sides of the 
gold-colored Dedication medallion. Along the front of 
the base, Mr. Herbert's name is carved, and on top 
of the base, an engraved plate is attached, signifying 
that the set was given to Mr. Herbert from Morrison's. 
Mr. Lovins indicated that he had spent at least 80 
hours on the carving. It was he who carved the cross 
and shield ice sculptures that served as the head table 
decorations at the Dedication on January 19. 
ALAN ADEY ELECTED CHAIRMAN OF 
REIMBURSEMENT ADVISORY COMMITTEE 
For the first ti me, a Blue Cross 
of Florida employee has been 
elected Chairman of the Regional 
IV Reimbursement Advisory Com­
mittee for the Southeast Re1ion. 
This honor goes to Alan J. Adey, 
according to an announcement 
by Dudley M. Bumpass, Director 
of Provider Reimbursement. 
Alan Adey 
This committee is made up of 
members of the Blue Cross Plans in the Southeast 
Region consisting of Florida, Georgia, Alabama, Mis­
sissippi, North and South Carolina, Tennessee, and 
Kentucky. Their function is to meet on a quarterly basis, 
together with a representative from Blue Cross Associa­
t ion, to discuss the various problems arising as a re­
sult of the changes in the fiscal Medicare regulations. 
Alan worked for the Blue Cross Association in Chicago 
System area from August , 1968 until April, 1973 when 




Blue Cross and Medicare A 
Mar i lyn Wien rich 
J ames Va nger 
Darrel K ibby 
Roy Weed 
M a ry Stafford 
Betty Thigpen 
Charlotte McVay 
Rand ie Con ley 
Flori nda Al leguez 
Angela Crawford 
Marga ret Schiff 
Regina ld  Hardwick 
M a ry Sym ington 
Al berta Wel l s  
Mary Powel l  
Deborah Cobb 
Lin n ie Lovett 
Ludel le Moh n 
Estel la  Ben nefield 
I ri s  Norton 
Sa l ly Wel l s  
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Scott Ki rby 
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Li ll ian Green 




Med. A Edit Review 
Post Audit Review 
Underwriting 
Group Accou nt ing 
Provider Reimbursement 





Accou nt ing 
Med. A Medical Review 
Med. A Medical Review 
Word Processing Center 
Jacksonville Bra nch 
Group Accou nt ing 
EDP Communications Center 
Ft. Lauderdale 
Group Sales 
Post Audit Review 
Quality Control 
Group Accou nt ing 
Orlando 
Major Medica l 
Coral Gables 
Group Accou nting 
Quality Control 
Customer Services 
Claims Approva l 
Med. A. Correspondence 




Major Medical Cla ims 
Methods 
Blue Sh ield and Med icare B 
Ronald Frederick Smith 
Dia nne  Powers Bolger 
.Marcella Ja ne Peters 
Sherry Lyn n Zippel 
Sandra Emma Twiss 
John M i chael Kelly 
Eu la  Addie Johnson 
Frances Marie Varney 
Kathy Eloise Nutt 
Rochelle Mar ine Clark 
Wilma C. Davis 
Sharon Taylor 
Margaret Joyce Paga n 
Gregory Austin Echols 
Eddie Burroughs 
Phyllis Clyde Kohn 
Lisa Diane  Osterhout 
Aurelia S. Agloro 
Vivian Alderigi  Bagley 
Sandra Theresa Coar 
Pearli nda Lynette Wright 
Rebecca Anne Gillis 
Melzar Plummer Hudnell 
Med. B Special Correspondence 
Med. B Cla ims 
Services I l l  
Comp. Coverage-Physic ian 
Med. B Cla ims 
Med. B Cla ims 
Mail Operations 
Med. B Claims 
Med. B Admi n istration 
Med. B Cla ims 
Med. B Cla ims Services 
Med. B Typing 
Med. B Cla ims 
Med . B C la ims  
Med. B Fi les 
Med. B Entry 
Med. B Cla ims Service 
Med. B Entry 
Med. B Cla ims 
Med. B Cla ims 
Date Recording B lnforex I I  
Comp. Coverage-Physician 
Med. B Cla ims 
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Ru by M. M yers 
Schyler M .  Nickelson 
Agnes R. Oakley 
Peggy Yale 
Brenda Rice 
Josette Denise M itchell 
Lorra ine E. Anderson 
Debra Carole Pendleton 
Cynthia An n Sikes 
Roberta Frances Rawls 
Brenda Ja ne Stafford 
Pamela Ann Tedford 
I rene I nez Turner 
Ronald Wayne 
Dolores I rene Wetmore 
Med. B Claims 
Med. B Cla ims 
Med. B Cla ims Service 
Med. B Cla ims 
Med. B Cla ims 
Med. B Cla ims 
Claims Approva l 
Med. B Cla ims 
Med. B Correspondence 
Edit I I  
Med. B Cla ims 
Med. B Claims 
CHAMPUS 
Med. B Cla ims 
Med. B Claims 
Fl NANCE DIVISION REORGANIZED 
(Conti nued from page 5.) 
Also reporting to Mr. Gessells will be the new I 
ager of Finance Quality Control, a position whic 
presently open. 
Dudley Mendheim and Engene Ryan were both 
mated to Managers reporting to Jim Guthrie. Dudl1 
Manager of Budget and Forecast and has been wor 
in the Cost Accounting area over two years after re 
ing a B.S. degree in Accounting from Auburn Un 
sity. He has worked in Cost Accounting and BudgE 
and most recently in assisting in the developmer 
the Finance Module of the MIFT consortium. Eu1 
is Corporate Analysis Manager and has been with 
company for nine months as an Internal Auditor. l­
a graduate of the University of Florida and rece 
his master 's degree in Business Administration 1 
the University of South Florida. 
Rounding out the Finance Department is Marg 
White who serves as Administrative Assistant to . 
Brown. She was formerly Administrative Assistan 
Gene Parr in the Accounting Department and has t 
an employee since June, 1970. 
Dudley Mendheim Eugene Ryan Margaret Whi 
i Years 
,chel Holcombe 
Rachel Holcombe reached the 
15-year milestone of her career 
with Blue Cross and Blue Shield 
of Florida on September 8. 
She has been a Federal Ap­
proval Clerk for five years in the 
Federal Blue Cross Department, 
and previously worked in Basic 
Blue Shield. 
chel is a native of South Carolina but has lived in 
la  for 30 years. She graduated from high school in 
ins, South Carolina and attended Asheville Teach­
ollege in Asheville, North Carolina . She is married 
e and they have one son, Joe. She enjoys listening 
e Jacksonville Symphony Orchestra, decorating, 
J paging, and traveling. She also enjoys working 
e yard as "it 's  good therapy!" She is planning a 
o Portugal, Spa in, and Morocco this month. 
Years 
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Mary Hansell celebrated a decade of service with 
Blue Cross and Blue Shield of Florida on September 8. 
She is a Claims Analyst for the Ft. Myers office and has 
held thi s  posit ion for three years. Previous jobs included 
secretary to Representative and Group Secretary. 
She is a native of New Jersey, but has lived in 
Florida for ten years, all of which time she 's  worked 
for the Plans. She is a member of the American Business 
Women's  Association in which she has served as  Cor­
responding Secretary, Vice President and President. 
She was a delegate to two national conventions, has 
seven years perfect attendance and has received the 
highest award, "Woman of the Year." 
She is married to Franklin and they have two sons, 
Hugh and Lee, and seven grandchildren. Bowling and 
sewing are her hobbies .  She and Franklin jo ined four 
other branch employees and were part of the 100 
employees and guests who took the trip to Hawaii in 
June, sponsored by the Employees Club. 
Ted Johnson celebrates his tenth year of service 
with the Plans on September 28. Beginning his career 
in 1964 as a custodian in Building Management, Ted 
has worked his way through the ranks as a Address-o­
gra ph Operator in Files, Computer Operator in Compu­
ter Operations and is presently a Scheduler in the 
Computer Operations Department - a position he has 
held for three years. 
A native of Jacksonville, Ted graduated from New 
Stanton Senior High School and also attended the U. S. 
Techni cal Insti tute in Sacramento, California.  Using 
the company's  Tuition Refund Program has proven 
beneficial to Ted while furthering his education at 
Florida Junior College. 
Ted 's  hob bies include calisthenics ,  fishing, readin�, 
and electronics. His interest in electronics led him in­
to a Radio and Televi sion shop that he and three of 
his friends operate in their spare t ime ,  an activity that 
Ted finds both enjoya ble and profitable. 
t1sna 
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The cooperative, artistic, sensitive 
Libran has a strong sense of justice 
and a great love of beauty and art. You 
can save for the beautiful new home 
and elegant objects to satisfy your 
highly developed sense of form and 
beauty with U.S .  Savings Bonds 
through Payroll Savings. 
HANSE HALL PROMOTED TO 
SYSTEMS MANAGER 
The promotion of Hanse Hall 
to Manager, Blue Cross and Blue 
Shield Systems was announced 
by Ray Pack, Director, Systems, 
effective July 29. Hanse replaces 
Jim Holloway who was recently 
promoted to Administrative As­
s i stant to Cecil Rivers, Vice- Pres­
ident of Data Pr ocessing. 
Hanse Hall Hanse joined the Plans in 1968 
as a Programmer. He held - success ive positions as  
Systems Analyst, Senior Systems Analyst and most re­
cently, Assi stant Manager of Blue Cross and Blue 
Shield Claims Systems. 
Hanse is a native of Headland, Alabama and holds 
a BS degree in Math from Auburn University. He is an 
active member of the Auburn Alumni Association and 
an enthusiastic supporter of the Auburn football team. 
He i s  married to Patricia, enjoys all sports, and partici­
pates in the company softball league. 
ANN McKINNIES PROMOTED TO TRAINING 
AND DEVELOPMENT COORDINATOR 
The promotion of Ann McKin­
nies to Training and Develop­
ment Coordinator in the Basic 
Blue Cross Department wa s an­
nounced by Ray Chaffin, Blue 
Cross Manager, effect ive Jury 15. 
Ann ha s been an employee 
since February, 1967. Previous 
- i ---,_,.,,;.,. - 1,.. jobs with the Plans included 
Ann McKinnies Cla ims Examiner in the Medicare 
B Department from 1967 to 1968, Cla ims Examiner 
in the Blue Cross Department from 1968 to 1972, and 
a Section Leader in Bas ic Blue Cross from 1972 until  
her newest promotion. 
Ann i s  a native of Jacksonville and a graduate of 
Stanton High School. She attended Bethune Cookman 
College in Daytona and is an L.P.N. She is married to 
Willard and they have four children, Perry, Robert, 
Fredrick and Bruce and three grandchildren, Chantel , 
Patricia and Carla Ela ine. 
Her hobbies are cooking and traveling. She and Wil­
lard recently returned from a week's  vacation to the 
Virgin Islands and the Bahamas .  
fifteen/ ' 0 
BOB FOWLER PROMOTED TO 
CUSTOMER SERVICES DEPARTMENT 
Bob Fowler 
The promotion of Bob Fowler 
to Administrative Ass istant to 
Flake Hewett, Director of the 
Customer Services Department, 
has been announced by Mr. 
Hewett, effective July 29. 
He i s  responsible for stati stical 
data gathering for management 
reports and for providing ass is­
tance to line management in im­
proving service. In h is  position, Bob will become the 
focal point to which all operational areas both internally 
and externally will funnel information regarding cus­
tomer contact so that management reports will be 
meaningful and may be used for improving overal l  
service. 
Bob was hired a s  Production and Qual ity Control 
Analyst last October to handle new responsib il it ies in 
Blue Cross Cla ims and held the pos ition until his pro­
motion. He is a 1966 graduate of Tri - State College in 
Indiana and holds a BS degree in Bus iness Admini s­
tration. He served 5½ years in the U. S.  Air Force and 
was di scharged as  Captain. He and hi s w ife, Joanne, 
have a daughter, Julie, and a son, Christopher. 
VIVIAN BESSENT PROMOTED TO 
ASSISTANT MANAGER 
Vivian Bessent 
The promotion of V iv ian Bes­
sent to Assi stant Manager was 
announced by Jim Gi bbons , Di ­
rector of Subscribers Service 
and Special Services. 
Vivian is one of two Ass i stant 
Managers in the Subscribers 
Service Group Bill ing Department 
under Manager Mary Flesher, 
Betty Bruce being the other As­
s i stant Manager. 
Vivian has been an employee for nine years. Her 
most recent a ssignments have included Administrative 
Assistant to the Controller in the Accounting Depart­
ment, Production and Quality Control Analyst in the 
Word Process ing Department under Betty Coll ins , and 
most recently as Project Coordinator in Subscribers 
Service. 
A native of Jacksonville, Vivian graduated from Terry 
Parker High School. She is married to Edward and they 
have two daughters, Sheryl and Pam. 
GODWIN AND CARMEN PROMOTED TO 
TELEPROCESSING COORDINATORS 
The promot ions  of Mary God­
win a nd Stephanie Carmen to 
Te leprocess i n g  Coord i nators were 
a n nou nced by Fra n k  Fo l ma r , 
Ma nager  of Data Com m u n ica­
t ions and  Contro l .  They wi l l  be 
work i ng in the newly. c reated 
Com m u n icat ions Center with the  
va r ious m i n i -com puter system s  
Mary Godwin that  a re to be i m p lemented . 
J u st pr ior  to her  promot ion , M a ry wa s Su perv i sor  
i n  EDP Qua l ity Control . An em ployee s i n ce Februa ry ,  
1 968, she has  a cq u i red work ing  knowledge of  most 
a reas i n  the E D P  Operat ions  Depa rtment , i nc l ud i ng 
Data Record i ng,  Qua l i ty Control , Com puter Operat ions ,  
Sca n n i n g  Operat ions ,  a nd Operat ions  Support .  She  
served a s  Sen ior  Ta pe L ib ra r i a n  i n  the  Ta pe L i bra ry 
a nd Operat ions  Ana lyst i n  OCR Sca n n i ng Operat ions  
when these a reas were pa rt of  the Operat ions  Su pport 
Depa rtment  a n d  she has done research on spec ia l 
p rojects. 
M a ry is a nat ive of Augusta ,  Georg i a ,  g raduated from 
Andrew Jackson H igh Schoo l , a nd i s  cu r rent ly attend i n g  
F lor ida J u n ior  Co l l ege th rough the  com pa ny 's  Tu it ion 
Refu nd  Program .  
A n  em ployee s i nce J a n u a ry ,  
1 973 , Stepha n ie wa s a Progra m­
mer  and then t ra n sferred to her 
prev ious job a s  a Senior Contro l  
Ana lyst i n  the  Qua l ity Contro l  
Depa rtment.  She  i s  a nat ive of 
Ta l lahassee a n d  graduated f rom 
Ga i nesv i l le H igh School i n  
Ga i nesv i l l e ,  F lor i da .  She  attended 
Stephanie Carmen Flor ida State U n ivers ity fo r two 
yea rs a nd graduated with honors from the  U n ivers ity 
of Flo r ida , ea rn i ng a BA degree. She is a member  of 
A lpha  Xi  Delta . She is ma rr ied to C h a r les and  loves 
to go sa i l i ng ,  do need lepo i nt ,  rea d ,  p lay go l f ,  cook ,  
p l ay  poo l , a nd go  ca m pi ng a n d  h i k i ng ,  espec ia l ly i n 
the  mou nta i n s. 
JOE STEARNS PROMOTED TO 
SENIOR SOFTWARE SPECIALIST 
The promot ion  of Joe Stea rns  
to Sen io r  Softwa re Spec ia l i st ,  ef­
fect ive J u ly 1 5 , was a n no u n ced 
by B i l l  R itter ,  Ass i stant  M a nage r  
o f  Te leprocess i n g  Systems .  
Joe  ca m e  to  t h e  com pa ny i n  
September ,  1 969,  a s  a Progra m­
mer .  He wa s promoted to a Se­
n io r  Program mer  i n  1 970 , then 
Joe Stearns promoted to Softwa re S pec i a l i st 
i n  1 972 ,  a pos i t ion he he ld pr ior  to th i s  promot ion . 
He  h a i l s  from Mont ice l lo , Kentucky where h e  at­
tended Wayne Cou nty H igh School . He  attended the  
U n ivers ity of  Kentucky for near ly  fou r  yea rs before 
movi ng  to Flor ida . 
Be ing  a bache lor , Joe spends h i s spa re t i m e  p lay i ng  
go l f ,  work i ng  w i th  e l ectro n i c  k i t s  a nd photogra phy. 
HATHCOX PROMOTED TO SUPERVISOR 
OF MEDICARE B CLAIMS TRAINING 
Yarian Hathcox 
The promot ion  of Va r i an  Hath­
cox to S u perv i sor  of Med ica re B 
C la i m s  Tra i n i ng has  been a n­
noun ced by La r ry Payne ,  Med i ­
ca re B Ass i stant Ma nager . 
Va r i an  has  been em p loyed 
with the  P lans  s i nce August ,  
1 97 1 ,  has  exten s ive knowledge 
i n  L ive C l a i m s  Review, and  has  
worked i n  t he  I nfor m a l  Review 
Depa rtment .  Fo r the  past yea r she has  been a n  I n st ruc­
tor i n  the  M ed i ca re Pa rt B Tra i n i ng Depa rtment.  
She  i s  a nat ive of B uffa lo ,  New York and graduated 
from Front ier  Center ia l J u n ior/Sen ior  H igh Schoo l  i n  
H a m b u rg,  New York.  S h e  a l so graduated from Keystone 
J u n io r  Col lege i n  LaPl ume ,  Pennsylva n i a  rece iv i ng her  
A .A .  degree , a n d  served i n  the Navy for  1 ½ yea rs a s  
a Corpswave. She  i s  m a rr ied t o  B i l l  a nd they have o n e  
g i r l ,  M iche l le .  Her  hobbies a re co i n  co l l ect i n g ,  horse­
bac k  r id i ng ,  cam pi ng and swi m m i n g. 
TWO NEW PRODUCTION AND QUALITY 
CONTROL ANALYSTS ANNOUNCED 
Sam Steen ,  M a nager of Pro­
duct ion and  Qua l ity Cont rol , has  
a n nou nced Barbara Maginness 
and  Grace Farmand a s  two Pro­
duct ion and  Qua l ity Contro l  a n ­
a l ysts .  
Barbara ca me to the Pl a n s  i n  
...._ May,  1 973 a s  a C la i m s  Exa m i ne r  
. .-.._ i n  the  FEP Su pplementa l Depa rt-Barbara Magrnness ment.  Pr ior  to her  new pos i t ion 
she was a C l a i m s  and  Correspondence Rev iew Clerk .  
She  i s  a nat ive of  Jacksonvi l l e ,  a graduate of Terry 
Pa rker H igh Schoo l , and  attended the F lor ida Co l l ege 
of Med ica l  a nd Denta l Ass i stants for one yea r .  She  i s  
mar r i ed t o  J i m ,  a nd cook i ng ,  sewing a nd a rts  and  
crafts  a re her  hobbies .  
G ra ce j u st jo i ned the  P lans on 
J u ly 22 .  In  her  new pos it ion , she 
rep laces Bob Fowler ,  who wa s 
promoted to Adm i n i strat ive As­
s i stant to F lake Hewett i n  the 
Customer  Services Depa rtment .  
She  i s  a nat ive of  Jordon a n d  a 
graduate of Eng lewood H igh 
School . She holds a B .A .  degree 
Grace Farmand i n  Psycho logy a n d  Soc io logy from 
Jacksonv i l le U n ivers ity a nd is a member  of Ps i  C h i  
Nat iona l  Fratern ity. Her  hobb ies a re a rt ,  read i ng ,  sew­
i ng ,  and  sports .  The PRO F I L E  Reporter descr i bes her  
a s  "a  welcome add i t ion  to  the com pa ny - fr iend ly and  
lots of  fu n . "  
sixteen / � 
Finance Division Reorganizec 
C. H. Meyer, V ice Pres ident-Treas u re r, has  a n ­
nounced t h e  reorga n izat ion of t h e  Fi nanc i a l  Depa rtment 
in the Fi nance D iv i s ion .  
Jack Brown 
Jack Brown was promoted 
from Ma nager of I nterna l Aud i t ,  
a t i t le  he 'd  he ld  for  t h ree yea rs ,  
to  D i rector o f  F i na nce .  Jack  came 
to  B l ue Cross a nd B l ue Sh ie ld  
.. i n  1 969.  He has  pa rt i c i pated in  
the Jacksonv i l l e Chapter of  the 
Nat iona l  Assoc iat ion of Accoun ­
tants  (NAA) for  the past 15 yea rs.  
A yea r ago h i s a ppl i cat ion for the 
profess iona l  designat ion of Cert i f i ed I nterna l  Aud itor 
wa s a pproved . In May ,  1 973 , he wa s el ected Pres ident 
of the  Northeast Flor ida Chapter of the  I n st i tute of 
I nterna l  Aud itors of wh ich  he has  been a m e m ber  for 
th ree yea rs .  
Mary Bondurant Jim Gesse/1s Jim Guthrie 
Mary Bondurant was promoted from Ass istant F i ­
na nce D iv i s ion Coord i nator to Ass i stant D i rector of  Ac­
cou nt i ng .  She rece ived her B . S .  degree in Account i ng  
from Ab i lene Ch r i st i a n  Col lege ,  Ab i l ene ,  Texas .  She  
has  been a member  o f  the Jacksonv i l l e Chapter o f  NAA 
s i nce Apr i l ,  1 969. 
Jim Gessells was promoted from Ass i sta nt Ma nager 
for EDP Operat iona l Audits to Ass i sta nt D i rector of E D P  
Account i n g  Operat ions .  H e  has  been a n  e m ployee s i nce 
M a rch , 1 972 ,  i s  a graduate of the U n ivers ity of Dayto n ,  
Oh io ,  a nd ho lds  a B . S .  degree i n  Bus i ness Ad m i n i st ra ­
t ion  with a major  i n  I ndustr ia l Ma nagement .  J im is  a 
m e m ber  of NAA,  the I n st itute of I nterna l  Aud itors ,  a nd 
Data Process ing  Ma nagement Assoc i at i on .  
Jim Guthrie wa s promoted from Ass ista nt to  the  
Contro l l e r  to  Assi sta nt D i rector o f  Budget a n d  Ana lys is .  
J i m has  worked in  Cost Accou nt i n g  a nd Budget i ng 
s i nce com i ng to B l ue  Cross and  B l ue Sh ie ld  i n  October ,  
1 967 .  He wa s awa rded a B . S .  degree in  Accou nt i ng 
from Va ldosta State Col lege , Va l dosta , Georg i a ,  a nd 
had worked i n  accou nt i ng with a nat i ona l chem i ca l  
m a nufactu r i n g  com pa ny pr ior  t o  jo i n i ng the  P lans .  
Report i n g  to  Mary Bondura nt a re Fuad Tannous 
a nd Marlene Fowler who were both promoted to Man ­
agers .  Fa uci i s  now Ma nager of  F i nanc ia l  Accou nt i n g  
Fuad Tannous Marlene Fowler Anice Steed 
a n d  has  been an em ployee s i nce October ,  1 969 , 
s igned to the  F ina nce D iv is ion  a s  a n  Accou nta nt .  
ho lds  a B . S .  degree from Ca i ro U n ivers ity in  E!  
with a major  in  Accou nt i ng.  He  i s  a ca nd idate fc  
master ' s  degree i n  Bus i ness Ad m i n i strat ion  at 
U n ivers ity of North Flor ida . M a rlene i s  Manager 
Accou nts Rece ivab le  a nd i s  a f ive-yea r vetera n \ 
the  Pla ns .  Her  l ast fou r yea rs have been i n  the F ina  
D iv i s ion of  the  Accou nt i n g  Depa rtment and  one > 
pr ior  to th i s  was spent i n  Data Process i ng .  
A l so report i n g  to M a ry i s  Anice Steed, now M a n2 
of Genera l D i sbu rsements,  a t i t le  change from Of 
M a nager .  She served in her prev ious  ca pac ity i n  
Account i n g  Depa rtment s i nce October ,  1 969 . Jo, 
Verlanic a l so reports to M a ry and  cont i n ues a s  IV 
ager of Ca sh iers ,  a pos i t ion she has  he ld  s i nce J L  
1 97 1 .  S h e  h a s  over 20  yea rs serv ice i n  Cash iers .  
JoAnn Verlanic Michelle Robinson Mel Yost 
Michelle Robinson, Su perv isor  of the  Payro l l  Dep 
ment,  a l so reports to M a ry. Th i s  depa rtment has b1 
t ra nsferred from the Personne l  Depa rtment  to the  
nanc ia l  Depa rtment.  
Mel Yost wa s promoted to M a nager of Tra i n i ng c 
Deve lopment report i ng  to J i m  Gesse l l s ,  serv ing  as  
nance D iv i s ion Coord i nato r pr ior  to  h i s  promot ion . 
rece ived h i s B .A .  degree from St . Lawrence U n iver :  
at Ca nto n ,  New York a nd h i s  M .A .  degree from I\ 
York  State Co l l ege for Teachers at A lba ny ,  New Ye 
He has  been a mem ber of NAA s i nce 1 965 and  I 
served the  Jacksonv i l l e  Cha pter i n  many  capac it 
i n c l u d i n g  the  Pres idency i n  1 969- 1 970.  He be� 
serv i n g  a two-yea r term as  a Nat iona l  D i rector of N 
on J u ly 1 .  
(Cont in ued o n  page 7 . )  
f i Ve I mmffilil 
Kathy accepts a check for $125.00 from Jack McAbee, Director of Blue Cross and Blue Shield Claims. This came as quite 
'Jrprise to Kathy who had no idea she had won this large amount. Ray Chaffin, Blue Cross Claims Manager, looks on at left. 
$197.00 Awarded To Six Employees 
Kathy Kassees won the l a rgest suggest ion check 
s month ,  $ 1 25 .00 for her very f i rst suggest ion ever 
)m itted . Kathy, 1 9 ,  i s  a Cred it Voucher C lerk  i n  the 
1 e  Cross Services Depa rtment and has  been a n  em­
,yee i n  that a rea for  15  months .  
She  suggested the i n i t iat ion of  a system i n  wh ich  
�cks  necess itated for  purposes other than  advance 
im  payments (#888) shou ld  be coded with a d if­
ent n u m ber for d i fferent t h i ngs (such as #887 , 
386, etc . )  fo r re i m bu rsement .  Th i s  idea i s  not on ly  
1e-savi ng but v i rtua l ly e l i m i nates resea rch t i me ,  a nd 
,ney ca n be immed iate ly deposited i n  the proper 
:ou nt .  The est imated a n n ua l  sav i ngs w i l l  a mount 
$ 1 , 250 .00 to B l u e  Cross and B l ue Sh ie ld  of F lor ida .  
Patricia Leece was the second h igh w i n ner ,  w i th 
2 .00 for her  suggest ion concern i ng  the d i st r ibut ion 
l i st A-K be put on ad hes ive labe ls .  Patr ic ia  i s  secreta ry 
i n  the Ma i l  Operat ions Department .  
Laura Merr itt, I nterv iewer i n  the Personne l  Depa rt­
ment ,  won $ 1 0 .00 for her suggest ion  to post on  the 
bu l l et i n  boa rd the name of  the app l i ca nt who got the 
job when a n  open i ng i s  f i l l ed wit h i n  the Com pany.  
Gladys Harper, C l a ims  Exa m i ner i n  the B l u e  Cross 
Federa l -Hosp ita l Depa rtment ,  won $ 1 0 .00 for her  sug­
gest ion to e l i m i nate d ig its that a re punched i n  f i e lds  
75  th ru 77  on address cards.  
Gladys Henry, Resea rch Clerk i n  the B l ue Sh i e l d .  
Department ,  a l so won $ 1 0 .00 for he r  suggest ion to 
have adm itt i ng  phys ic ia ns  put on the 3270 .  
Another $ 1 0 .00 w i nner was Vickie Schwing, Ta l la ­
ha ssee, who suggested that  we rev i se the  ret i rement 
system a pp l i cat ion and  brochu re.  
f O U  r I ITTm.fil)] 
HENEY AND BRITTON PROMOTED 
TO OPERATIONS LEADERS 
The recent promot ions  of Janet Heney a nd James 
Britton to Operat ions Leaders were a n nou nced by O l l ie 
Howel l ,  Manager of Com puter Operat ions . 
� 
Ja net has  been with the  com­
pany for f ive yea rs, and  has he ld 
severa l pos i t ions ,  the  most re­
cent be i ng  that of System Con­
t ro l ler .  In her new posit ion ,  she  
wi l l  be  respons i b le  fo r  the Tape 
L ib ra ry, West Va u lt Storage L i ­
b ra ri ans  and  the Tra i n i ng  Poo l .  
She i s  a nat ive of G reen Cove 
Janet Heney Spr i ngs-, F lor ida ,  and  is a 1 965 
graduate of C l ay H igh Schoo l . She a lso has two yea rs 
of J u n io r  Co l lege a nd p l ans  on fu rther i ng  her  educa ­
t ion by ut i l i z i ng the company 's  Tu it ion Refund Program .  
Ja net ' s  hobb ies i nc l ude read i ng, swi m m i ng,  ten n i s  
and  p layi n g  chess. Another favor ite past ime  i s  re l ax i ng  
with h e r  husband ,  David .  
James Britton 
Ja mes (J . B .) sta rted wi th the 
P l ans  n i ne yea rs ago as  a ma i l 
c lerk .  I n  1 966,  he was promoted 
to Computer Operat ions and  has  
s i nce he ld  severa l pos i t ions ,  the  
most recent bei n g  that of  Sys­
tem Contro l ler .  I n  h i s  new pos i ­
t i o n ,  he wi l l  be  respons ib l e  fo r 
a sh ift of 23 peop l e  work ing on 
our computers. 
J a mes g raduated from Robert E. Lee High School , 
a nd i s  f u rther i ng h i s  ed ucat ion at Jones Bus i ness Col ­
l ege, ut i l i z i ng  the compa ny's Tu it ion Refund Progra m .  
J .  8 .  ' s  wife, S h i e l a ,  i s  a l so emp loyed here i n  t h e  Data 
Record i n g  depa rtment ,  a nd they have one daughter. 
L i sa .  J . 8 . ' s  hobb ies i n c l ude shark  f i sh i ng ,  and  he i s  a 
member  of the J acksonvi l le Shark  C l u b . He a l so enjoys 
spend i n g  the  summer  weekends with h i s  fa m i l y  at 
the i r l a ke house in Keystone He ights .  Another  favorite 
hobby is  p l ayi n g . pool on his own regu lat ion tab l e . 
JACKIE POTEET PROMOTED TO 
CREDIT ADJUSTMENT SUPERVISOR 
The promot ion of Jack ie  Poteet 
to Su perv isor  of the Med i ca re 8 
Cred it Adj ustment Depa rtment 
was a n nou nced by B i l l  Long,  
Manager, effect ive J une  24. 
Jackie sta rted to work with the 
Plans in Apri l ,  1 969 in the M ic ro­
f i l m  Depa rtment ,  and in J a n ua ry, 
1 970 ,  she was t ra nsferred to the 
Jackie Poteet Credit Adj u stment Depa rtment 
where she  worked most of the desks i n  that a rea .  
She  i s  a nat ive of  Georg ia ,  but has l ived most of  her 
l i fe i n  F lor ida .  She i s  a 1 963 graduate of And rew Jack­
son H igh  Schoo l , i s  marr ied to Emert and  they have 
two daughters , Donna  and  Jean .  
J ack i e  i s  a member  o f  t he  R ivers ide Chapter Order 
of Eastern Sta r. She has her own motorcyc le ,  a nd she 
a nd E mert a re act ive i n  the Morocco Temp le  Sh ri ne 
motorcyc l e  u n it the "Su ltans . " 
BOB HULSEY EARNS DEGREE 
FROM JONES COLLEGE 
When you ' re a h usba nd ,  a 
father  of two you ng sons ,  a nd 
ho ld  a fu l l  t ime  job a s  the com­
pa ny ' s  Sales Tra i n i ng Coord i na­
tor ,  earn i ng  a co l l ege degree i n  
you r  "spare t ime"  ca n b e  a long 
hau l .  " It took a good dea l of de­
term i nat ion and presevera nce to 
f i na l ly graduate s i nce it wou l d  
Bob Hulsey have been ea s ier  to d rop out , " 
exp l a i ned Bob Hu l sey , and  that j u st about sums  u p  
h i s  fee l i ngs about h i s  Assoc iate o f  Sc ience a nd Bache­
lor  degree i n  M anagement wh ich he  rece ived t h i s  pa st 
J u ne .  
Pract i c i ng  what he says about self -deve lopment to  
the Representatives w i th  whom he works ,  Bob was 
determ i ned to  get h i s own degree and  sta rted to Jones 
Co l l ege i n  the spr i n g  of  1 970 when he tra nsferred from 
the M i a m i b ra nch off ice as  a Representat ive to h i s  
present posit ion  i n  Jac ksonvi l l e .  He ca n b e  proud of 
the 3 . 20 average he carr ied with a heavy workload 
1 0- 1 5  hou rs each qua rter. 
Bob wa s a b le  to ta ke adva ntage of the com pa ny 's  
Tu it ion Refu nd  Progra m to  f i na nce pa rt of  h i s  co l l ege 
tu it ion , but when he d i scovered he was e l i g i b l e  for the  
G I  b i l l ,  it wa s necessa ry to  use that  a ss i sta nce i n stead .  
Bob  i s  respons i b le  for p l a nn i ng and conduct i ng  "ex­
posu re sess ions"  in Jacksonvi l le for seasoned and new 
representatives i n  the Ma rket i ng  Div is ion . He i s  a l so 
respons i b le  for t ra i n i ng f ie ld c l er ica l emp loyees , a p ro­
gra m a d m i n i ste red by Field Sec reta ry Coord i n ator, 
Su n ny Boyd , who cont i nua l ly trave l s  to a l l  b ranch  off i ces 
th roughout the state. 
An emp loyee s i nce August ,  1 963, Bob has  served 
as Pres ident of the Five Yea r  C l u b  and  is a l so a member  
of  the Pres ident 's  C l ub  Com m ittee wh ich  honors sa l es 
exce l l ence among the Grou p Sa l es Representat ives. Th i s  
p rogra m i s  adm i n i stered by  Bob  and  awa rd s a re p re­
sented each spr i ng  at the a n n u a l  sa l es meet i ng  con­
ducted by the  Ma rket i ng  D iv is ion .  Bob i s  ma rr ied to 
Ca ro lyn , and they have two sons ,  B rent and M ichae l ,  
ages 9 and  7 respect ively .  
WINTON GARRETT PROMOTED 
TO SYSTEMS ANALYST 
The promot ion of Wi nton Gar­
rett to Systems Ana lyst on J u ly 
29 was a n nou nced by Fra n k  
Ca rd i n ,  Ass i sta nt Manager, Med i ­
ca re 8 C l a ims  Systems .  
Wi nton ,  who  jo i ned the com­
pany in J u ly, 1 97 2  as  a Progra m­
mer ,  was promoted l ast Decem­
ber to Sen io r  Progra mmer. He is  
Winton Garrett a nat ive of St. August i ne  and  at-
tended St. Johns  R iver and La ke City J u n io r  Col l eges . 
H i s  wife, Patty, i s  a l so emp loyed by the com pa ny 
work ing as  a secretary i n  the Personne l  Department .  
Wi nton i s  an outdoorsman  whose favorite past i mes a re 
h u nt i ng  and  f i sh i ng. 
seventeen/ [ARillD] 
SECTION LEADER PROMOTIONS 
Becky Lewis was promoted from C l a i m s  Exa m i ner 
to Sect ion Leader of the Med ica id 65 Depa rtment on 
J u ly 1 .  Becky came to work for the Pl a n s  in  J u ly ,  1 973 
but had  to return  to her home i n  Eva n sv i l le ,  I nd i ana . 
She was reh i red n i ne months  ago. 
She is a nat ive of Eva nsv i l le where she graduated 
from Ha rr i son  H i gh School i n  1 972 .  S he is s i ngle and  
enjoys boat i ng,  ten n i s  and  swi m m i ng. He r  b rother- in ­
l aw ,  J i m  Bel l ,  Methods Depa rtment , i s  V ice Pres ident 
of the E m p loyees C l u b  . 
... 
Joyce King wa s promoted to Sect ion Leader i n  the 
Serv ices I I  Pend i ng  Development Depa rtment on J u ne 
24. Joyce wa s previous ly  a Cont ro l Pen d i n g  C lerk and  
has  been a n  em ployee s i nce Apr i l 7 ,  1 973 . 
She i s  a nat ive of Jacksonvi l le a nd attended Wi l l i a m  
M .  Ra i nes H igh School . S h e  i s  m a rr ied t o  M ichael a nd 
has  a son ,  Monte. Her hobb ies a re sew ing ,  da nci ng  and  
d rawi ng. 
* �· * * * 
Barbara K i rce was promoted to Sect ion Leader of 
the Serv ices I l l  Typ i ng  Depa rtment u nder Supervi sor 
Ch r i s  G lover. She has  been employed w i th  the Pl a n s  
s i nce M a rch 1 3 ,  1 972 and  w a s  a typ i st u nt i l  h e r  pro­
mot ion . 
She i s  a nat ive of Jacksonv i l le ,  graduated f rom 
Matthew G i l bert H igh School a nd a l so attended Jones 
Bus i ness Col lege for one yea r . She was ma rr ied to 
Thomas on J u ly 27 a nd she has  two ch i ld ren , Tonya 
and  Sea n .  Ba rba ra enjoys ten n i s  a nd bowl i ng .  
::c 
Daisy Jones was promoted to Section Leader i n  the 
Subscr i bers Service Depa rtment,  effect ive J u ly 1 .  Pre­
viou s jobs with the Pla ns  i ncl uded a Regu l a r  Account 
C lerk f rom 1 969 to 1 97 1 ,  Spec ia l  Accou nt C lerk f rom 
1 9 7 1  to 1 972 , a nd her most recent job was a Batch 
Process i n g  C lerk f rom 1 972  to 1 974. 
She i s  a nat ive of Ba rnwel l ,  South Caro l i n a ,  graduat­
i ng from B ut ler H igh School . She has  attended F lor ida 
J u n ior Col lege for two yea rs and  i s  present ly  goi n g  to 
Edwa rd Waters Col lege. She is  m a rr ied to Joh n n ie a nd 
attends Sweetfield Bapt i st C h u rch , where she pa rt ici ­
pates in the Pa stor ' s Aid C l u b  a nd choi r .  Her hobb ies 
a re sewi ng ,  f i s h i ng  a nd read i ng. 
* * * * 
The promot ion of Nona Tanner to Sect ion Leader i n  
Subscri bers Service was effect ive J u ne 1 0 . Previous 
pos i t ions with the Plans i ncl uded a Rework  C lerk f rom 
March , 1 973 to February , 1 974 , a nd most recently 
a New G rou p Process ing  C lerk f rom t h i s  past February 
u nt i l her promot ion . 
She i s  a nat ive of Jacksonvi l le a nd graduated from 
R i ba u lt Sen ior H igh School . She is mar r ied to J i m m ie 
a nd they have one son ,  J ames Da rrel l ,  2 ½  yea rs o ld .  
Her favor ite hobb ies a re swi m m i ng a nd horseback 
r id i ng .  
YOUR BENEFITS 
One of our  i m porta nt em p loyee f r i nge benef its 
is the ava i la b i l ity of a t i me-savi ng ,  money-sav i ng  
a utomob i le i nsu ra nce purchas i ng  p la n .  The  pro­
gra m ,  i nt roduced to B l ue Cross a nd B l ue S h ie ld  
em ployees in  August ,  1 970 ,  perm its em ployees 
to pay th rough the conven ience of regu l a r  payrol l 
deduct ion or  by d i rect b i l l i ng  at home. 
I t  i s  the Roya l Guard I n sura nce P lan  wr i tten 
by Roya l G lobe Com pa ny t h rough Amer ica n and  
Fore ign I n su ra nce. H u ndreds o f  ou r emp loyees 
a re cu r rent ly  enro l led u nder th i s  progra m  for t hei r 
a utomob i le i n su ra nce. 
Roya l G u a rd has  i ssued the fol low i ng  i nforma­
t ion concern i ng phone n u m bers wh ich shou l d  be 
u sed by our  emp loyees: 
1 .  To report a cla i m  after hou rs or on  the 
week-ends to the Jacksonvi l le Roya l G u a rd 
I nsu ra nce Pla n C l a i m  Representat ive ca l l  
737-804 1 o r  744-0560. 
2 .  Roya l Gua rd ' s  n u m ber du r i ng  office hou rs 
from 8 :30 a . m .  to 4 :30 p . m .  is 398-7548. 
3 .  Any em ployee i nterested in i nform at ion 
concern i ng th i s  pol icy or the pu rch a se of 
i nsu ra nce shou ld  ca l l  396-1 7 14 .  
Plea se keep these n u m bers i n  a conven ient 
p lace in case you ever need them . 
Cathy H iers was promoted from CRT Operator to 
Sect ion Leader of the Services I Depa rtment u nder 
Su perv i sor Sam Watson .  
She i s  a nat ive of  Jacksonvi l le and  attended R i ba u lt 
Sen ior H igh School . She a l so attended F lor ida J u n ior 
Col lege for two yea rs and received a n  A.A .  de8ree i n  
Phys ica l Educat ion .  She i s  marr ied to \/!oodrow . and  
dancin g  a nd ten n i s  a re her  hobb ies. 
* * * * 
Veta Yvonne K ing was promoted to Sect ion Leader 
in the Telephone Com m u n icat ions Center u nder S u per­
v isor L i l l i a n  Ha rrack, effect ive Augu st 5 .  An e m ployee 
s i nce Augu st ,  1 967 , jobs i ncl uded with the Pl a n s  were 
a Wats Operator from August ,  1 967  to J a n u a ry ,  1 973 
a nd her  previous pos it ion wh ich was a Physici a n ' s  I n ­
format ion C lerk .  
She i s  a nat ive of Jacksonvi l le a nd graduated f rom 
Andrew Jackson H igh School . She i s  s i ngle a nd her  
hobb ies a re cook ing  and  rea d i ng .  She enjoys danci ng  
a nd goi ng to  the beach . 
* >!< 
Betress Turner was promoted from Control Desk to 
Sect ion Leader of the Cred it Adj ustment Depa rtment on 
J u ly 22 ,  repl ac ing  Loretta B rya nt who is on matern ity 
leave. She has  been em p loyed with the Pl a n s  s i nce 
Novem ber ,  1 969.  Previous jobs i ncl ude Med ica re Ca sh­
ier from Novem ber, 1 969 to J u ly ,  1 972 ,  when she tra ns­
ferred to Cred it Adj ustment. 
She i s  a nat ive of Ft . Va l ley,  Georg i a ,  but h a s  l ived 
in F lor ida for the pa st 1 9  yea rs.  She is a gra d uate of 
Stanton Sen ior H igh School  a nd enjoys sewing .  
CUSTO ER SERVICES 
Who?-What?-Why? 
Second in a Series of Articles Featuring 
the Customer Services Department 
For some t i me now customers (consu mers) have 
been i n  the forefront of a movement to be recogn ized . 
There was a t i me when most cu stomers assu med the 
role of the "sheep bei ng led to s l aughter" and  they 
were genera l ly u n i nformed rega rd i ng thei r r ights .  With 
a great dea l of emphas is  i n  the past two yea rs bei ng 
p laced on the r ights of the customer to be hea rd ,  man ­
agement conceived the idea of a n  entity to represent 
the customer i nterna l ly and externa l ly - wh ich b r i ngs 
us  to "who. " 
WHO? 
Flake Hewett , Customer Services D i rector ,  wa s ap ­
poi nted to  t h i s  ro le i n  Novem ber ,  1 973 a nd b rought 
eight yea rs of exper ience i nto the new depa rtment .  
H i s past exper ience in hospita l re lat ions both in the 
home off ice and  the Pa nama C ity f ie ld  off ice gave h i m  
breadth i n  tota l com pa ny operat ion s .  I n  1 969 h e  was 
An eight-year veteran with the Florida Plans, Flake Hewett 
is Director of the recently established Customer Services De­
partment. 
I!.. 
t ra n sferred i nto the B l ue Cross C la i m s  Depa rtment 
served as  its Manager unt i l h i s  promot ion .  
Bob Fowler i s  Adm i n i st rat ive Ass i sta nt and  as  ! 
i s  respons ib le  for stat ist ica l data gather ing  for m a n  
ment reports and  for provid i ng ass i sta nce t o  l i ne r 
agement i n  i m p rovi ng serv ice. 
Mari lou Watson is  a wel l  known em ployee of 
com pa ny and  was promoted from Secreta ry to P 
Meyers ,  V ice Pres ident-C la i m s ,  to Consu mer Ser\J 
Representat ive. I n  th i s  ca pacity Ma r i lou i s  a cat, 
for prov id i ng prom pt response to i nqu i r ies/com p l c  
addressed to  Execut ive Staff . 
Fou r  Customer Services Ana lysts a re a ss i gned to 
depa rtment , i ncl u d i ng Barbara Murray, Jo Star 
Sandra Jackson ,  and Mary Bowen .  Tina Henault se 
a s  Secreta ry to M r . Hewett and  to Bob Fowler .  
i nqu i ry/com pla i nt resea rch em ployees a re assigne, 
i n su re that  ana lysts have a l l  needed i n formatior 
order to com plete ca ses . They a re Diane Starl ing 
Lois Green . The depa rtment ma i nta i n s  its own ty1 
staff. Joyce Locker is ass igned fu l l -t i me to t ra n scr i t  
letters d ictated by the ana lysts and  M a r i lou .  Be 
Houser i s  a pa rt-t ime student who ass i sts in t h i s  p� 
of the operat ion a l so. 
WHAT? 
What is Customer Services? The purpose of its fl 
t ion is to p rovide a poi nt of contact for subscr i bers 
others who feel that thei r i nterests and  viewpoi nts , 
not have been fu l ly cons idered when p rocessed t h ro 
ou r regu l a r  systems .  
A port ion of  what the depa rtment does i s  essenti 
correct ive. A s i m p le m i sta ke occu rs a nd somel 
e ludes norma l  correct ive p rocedu re. S ituat ions of · 
sort b reed frustration i n  our  emp loyees and a nger  
d i strust i n  ou r customers. 
The depa rtment has two s loga ns  by wh ich it  I i \ 
" L i sten - a Customer May Be Ta l k i ng" and " Be I\ 
To Our  Customers . . .  We Need Them .  " 
The object ive of t h i s  depa rtment, therefore, i s  
p rovide for our  customers that wh ich they have e\J 
r ight  to expect . . . Service! 
WHY? 
Wh ich br i ngs us  to the last poi nt ,  "why. " ObvioL 
there is a need for a mot ivat iona l  force wh ich wi l l  ger 
but f i r m ly retu rn the attention of each emp loyee i n  
com pa ny to the i mporta nce of the customer. The logi 
approach appea rs to be the sett i ng  up of a foca l pc 
wh ich wou ld assu me respons i b i l ity for measu ri ng  
tota l "customer contact" p ictu re, so  as  to  esta b l  
what we refer to  as  the percentage of "customer c 
sat i sfact ion . "  Once t h i s  "customer d i ssat i sfact ion " I 
been measu red , decis ions wi l l  evolve wh ich wi l l  d i rec 
affect operat iona l  a reas where stat i st ica l  data gathe 
over a per iod of t i me p i n poi nts wea knesses . 
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About the cover . . . 
These 1 2  employees make u p  the Customer Ser­
v i ces Depa rtment wh i ch  is located on the Tenth 
F loor ,  South B u i l d i ng.  Sta nd i ng ,  from left , a re Ad ­
m i n i strat ive Ass i stant Bob Fowler ,  Customer Ser­
vi ces Representat ive Mar i lou Watson ,  and D i rector 
F l ake Hewett. 
Re lated story appea rs on opposite page. 
Canplimmtarg �eturs 
A Merritt I s l a nd su bscr iber has  written the  fol l owi ng 
l ette r to our  Jacksonvi l l e  off ice :  " I  know you proba b ly  
sta rt you r  day with letters of  compl a i nt ,  but th i s  one 
wi l l  beg i n  you r day w i th  a sm i le .  I ' m  very p l eased the 
way my med ica l  c l a ims have been hand led with the  
utmost cooperat ion and eff ic iency at the  Merritt I s l a nd 
bra nch off ice .  Neil Yoder a nd Donna Windham a nd staff 
a re certa i n ly an asset to B l ue  Cross and  B l ue Sh ie ld  of 
F lor ida .  The i r  ass i stance to me is great ly  appreci ated . "  
:.:� 
A Sem i no le ,  F lor ida su bscr iber expresses her  appre­
c i at ion fo r her B l ue Cross and B l ue Sh ie ld  coverage 
in the  fol l owi ng l ette r :  "When we took t h i s  po l i cy I 
never expected my h usband to get so s i ck !  We had 
been ma rr ied 16 yea rs and we h ad never been i n  the  
hosp ita l .  I wou ld l i ke to  express my t hanks for  the  
serv ice ,  cooperat ion a nd cou rtesy wh i ch  you h ave 
shown .  If you ever need a test i mon i a l  for advert i s i ng  
or  other  pu rposes I wou ld  more than  be  g l ad  to g ive 
one.  I don 't know what we wou ld  h ave done without 
B l ue C ross and B l ue Sh ie ld  t h i s  yea r .  Tha n k  you so 
much . "  
.,. 
The fo l low ing  l etter was sent to ou r Pres ident ,  M r . 
Herbert , with rega rd to severa l of the  em p loyees i n  
t h e  Ft . La uderda le  off ice ,  a n d  espec ia l l y  t hose i n  t he  
Federa l Depa rtment :  
"What a crew you have work i ng in  t he  B l ue Cross 
a n d  B l ue Sh ie ld  Ft . La uderda le  off ice ,  a n d  espec ia l ly 
the  Federa l Depa rtment .  Th i s  P la n i s  beaut i fu l ly run  
by Helen Carpenter, and my h u sba nd and  I h ave been 
there m a ny t i mes to h ave pa pers st ra ightened out i n  
1 973 a nd 1 974. 
" If  i t  had n 't been fo r the Federa l Department my 
h u sba nd  and  I wou ld  present ly be out over $2 ,000.00 
and  wou l dn 't know where to go for h e l p . Tha n ks to 
them for the wonderfu l job they a re do ing  for us and  
others who need he lp .  We  a re on l y  two peop le  of  t he  
many down i n  F lor ida a lone and  I wa nt to  com p l i ment 
you on h av ing  such a wonderfu l  orga n izat ion . I go i n  
t h e  off i ce s o  d i scou raged a nd come out fee l i ng very 
d i fferent .  If it h adn 't been for t hese wonderfu l peop l e  
a nd know ing  what they were do i n g  for u s  we  wou l d  
poss i b ly h ave never gotten very fa r. I t h i n k  they deserve 
a vote of t ha n ks each a nd every one .  
"On  enter i ng the off ice the recept ion i st i s  very n i ce ,  
sm i les a nd g ives you a n i ce we l come .  No job i s  too 
b ig  or too l itt le .  They a lways f i nd  t ime to he l p you and  
give exce l lent serv ice.  F i rst a nd foremost a re:  Joan 
Lynn, Helen Carpenter, Barbara Drewry, a nd Diana 
Briggs. 
" I  hope you wi l l  cont i n ue to h ave such  ca pa b le  and  
wonderfu l peop le  to  cont i n ue i n  t he  orga n izat ion as  
we need more peop le  l i ke these. Today they a re few 
and  fa r between . "  
Two Ft . Lauderda le  emp loyees h ave received the 
fo l l owi ng  letters from subscr ibers :  
. iBarbara Drewry - I have j u st rece ived a supp le­
menta l check .  May I ta ke a moment of you r t ime  to 
t ha n k  you on my beha l f  on a l l  of you r  efforts i n  pro­
cur i ng  add i t iona l payment that wa s due us .  My s i ncere 
t hanks. " 
"Bette Jones - Tha n k  you so much  for you r  k i nd 
attent ion to ou r  B l ue Cross matters . " 
aJennfnG 
� 
Rebecca Martin became the bride of Kirby Johnson in a 
most unusual wedding ceremony on June 9, which took place 
in an "earth lodge" on the lntercoasta l waterway. It was a n  
Indian-style wedding outdoors in a "room" which Kirby built 
himself consisting of skins tied between stakes (a portion of 
this can be seen in the photograph above). They spent their 
honeymoon backpacking in the Smokey Mountains on the 
Appalachian Trail. 
Rebecca made her wedding dress from 34 white ra bbit 
skins and wore feather earrings. She also made Kirby's suit. 
Rebecca is half Cherokee and a native of Patuxent River, Mary­
land; Kirby is half Apache and was born and raised in Jackson­
ville. 
Rebecca was hired in September, 1973 as a DCT student 
Claims Examiner in the Medicare B Assigned Claims Depart­
ment. After her graduation from Terry Parker High School this 
past June, she became a full-time employee. Her hobbies in­
clude beading, guitar, swimming, and sewing. 
nineteen/ � 
The Gainesville staff, from left, includes John Barton, Janie Osborne, Ed B rown, Davi Toole, Bob Pralle and Lynda Wilson. 
Pam Tomes is seated at the desk. 
Gainesville Branch Moves To New Heaqquarters 
The Gainesville b ranch under 
Northern Regional Manager Art Lentz 
and Branch Manager Ed Brown re­
cently moved into a new modernistic 
building with more spacious office 
facilities. The new address is 2207 
Northwest 13th Street. 
There are 1,700 square feet in the 
new office with full length windows 
along the front and back making 
working conditions very pleasant. The 
green shag carpet and spanish Tsuga 
paneling provides attractive scenery 
to subscribers and beneficiaries. A 
counter encloses the "pool" area 
where the Representatives and Sec­
retaries work. The counter provides 
additional working space and storage 
area as there are shelves and three 
drawer filing cabinets under the 
counter. Supplies and files are right 
at the secretaries' fingertips for easy 
accessability. 
Bob Pralle and John Barton are 
the Gainesville Representatives; Linda 
Wilson serves as Bob's secretary and 
is a six year veteran; Pam Tomes 
works for John and has been an em­
ployee of 1 ½ years. Janie Osborne 
is Receptionist and handles walk-ins 
and claim problems that come in 
over the phone, and Davi Toole is a 
part-time employee who serves as 
Utility Secretary for the group. Bob 
has worked in Gainesville since Feb­
ruary, 1971 while John has been 
there for one year. Ed Brown became 
Manager of the b ranch in 1 971. 
Our office in Gainesville was es­
tablished in 1949 and this is the 
fourth office in which they have been 
located in 25 years. Ed is particularly 
proud of their new quarters since he 
designed the layout and furnishings 
himself in cooperation with David 
Foster ,  Field Office Coordinator .  
(Ed. note) - Special thanks to 
Davi Toole who provided the infor­
mation for this article and arranged 
photographs of the new headquar­
ters. 
This is the home of the new Gainesville branch office. Blue Cross and Blue Sh ield 
emblems and lettering appear on the front door but are not visible in th is photograph . 
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